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1More Than A Manager

What Is Leadership?
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Why is your position called team “leader” instead of team “manager?” 
Have you ever thought about the difference between the two words: 

leader and manager? There is a difference. A BIG difference. But, even so, 
you are both a manager AND leader.

A manager works with processes and systems. White Glove has processes in 
which things are done. Our procedural manual gives the “processes” for clean-
ing things. And we have a system, too, in which a house is cleaned by a team. 
The job modules that the cleanologists do is a system in which we use to clean 
a house. If things are done according to the system, it is said they are done 
“systematically” (according to the system).

Therefore, as a manager, you simply manage the processes and the system 
to see that they are followed and things get done as they should be.

But, as a leader, you go beyond “managing” by taking the lead in responsibil-
ity. The cleanologists under you also follow the processes and the system, but 
the team leader ALSO takes the responsibility to see that things are done cor-
rectly. So, you can say that as leader, you work with processes, but also people 
(cleanologists and customers) making sure that the processes are done right 
and that customers are pleased, too.

Therefore, as a leader, you take responsibility for the processes as you work 
with cleanologists to see that they are following the procedures well, and 
doing the correct job modules in the right sequence from beginning to end. 
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Here’s an While your team is cleaning a customer’s house, let’s say the 
customer complains about something that was overlooked or 
not done well at the last service. At that moment YOU are the per-
son representing White Glove, and the customer expects YOU—
THE TEAM LEADER--to respond in a responsible way. What do 
you say? What do you do? Just like you follow the process for 
cleaning a bathroom or a kitchen, you also follow the process-

As for customers, you are the “middleman” between them and White Glove. Just 
as there are processes for cleaning, there are processes, too, for you as a team 
leader interacting with customers. 

In this manual, you will learn two things. 

First, you’ll learn how to take responsibility for your team complet-
ing the processes for cleaning and the system for getting them done in 
an organized way. 

Second, you’ll learn what the processes by which White Glove and its 
customers interact, and how a team leader takes responsibility for 
them when interacting with customers.

es that White Glove has 
for dealing with custom-
ers. You do this as a man-
ager. But you also take it a 
step further to ensure you 
maintain customer loyalty 
by handling the situation 
in a way that keeps the 
customer a White Glove 
enthusiast! You do this as 
a leader.
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What vs How2
You are a leader. A leader takes control of a situation while using good 

judgment to make good decisions, all in a timely manner. A White Glove 
team leader’s judgment is based on our procedures and our philosophy, meaning 
what we think about quality work and customer care.  
 

•	 Judgment—based on White Glove procedures and philosophy
•	 Decisions—made to build pride in our cleanologists, and enthusiasm in 

our customers.

The Difference Between WHAT and HOW
There is a difference between “what” is done and “how” it’s done. This is ex-
plained with this example:

If you buy an entertainment center, it comes with directions (which gives the process—the proce-
dures) for putting it together. It tells you the tools you need to do it correctly. Those tools may be a 
screw driver, nuts and bolts, nails, and a hammer.  And there’s a system for the process--the individual 
steps (1, 2, 3, etc.).

Will everybody who follows the process of putting the entertain-
ment center put it together correctly? In other words, will the 
piece of furniture look well-built, strong, and attractive by ev-
eryone who follows the directions? No, of course not! Not ev-
eryone will do it the same way. Some people will hurry and prob-
ably miss a step or not do it exactly as the directions say. Others 
will make sure each step is done precisely, and they will check to 
make sure they don’t overlook something. 

It’s a given: Not everyone who puts the center together will 
do it in the same way. When completed, some will be lopsided. 
Some will not be balanced. Some will have scratches. Some will 
be damaged. Some won’t be strong enough to even hold a televi-
sion. Why? Because not everyone will do it by following the pro-
cess, and sticking to the system.. 

Everyone who buys the entertainment center kit will know exactly what to do to put it together, but no 
two people will put it together in the exact same way. 

WHAT to do is the procedure and system, which everyone will get along with the parts 
in the kit. But, HOW each person assembles the entertainment center will be different. 
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Here’s another example of the difference between WHAT and HOW:
You’re familiar with White Glove’s procedural manual. The manual is a 
guide to WHAT to do when cleaning. You use a feather duster to re-
move dust and cobwebs around windows behind blinds. You pull away 
doors to vacuum behind them. The manual is really a set of “directions” 
(like those that comes with an entertainment center). It has different pro-
cedures for cleaning different things. The whole manual gives the pro-
cess and system.

Every cleanologist will know WHAT the procedures are, and we supply 
all the tools—the cloths, the razor scraper, the cleaning agents, the toilet 
bowl disinfectant, etc., but will every cleanologist clean in the same 
way? Of course, not. Some will work too fast and leave dust and grun-
ge. Some will take shortcuts and overlook steps. Some will scrub hard 

while others may not use much elbow grease leaving marks behind. Some will get everything off floors 
while vacuuming while others will leave things still on the floor.

Again, there is a difference between “what” and “how.” Even though a person may know WHAT 
to do, but HOW they do it—the “way” they do it—will be different from person to person. That’s 
why when a company interviews people to hire, the company isn’t looking for people who will know 
WHAT to do (because they can be trained). The company is more concerned about HOW people 
they hire will do the work. Cleaning businesses aren’t any different. They don’t care if people they are 
interviewing knows how to clean a bathroom the way the company cleans bathrooms. They are more 
concerned if the prospective cleaner pays attention to detail, takes pride in their work, and is thorough 
and careful in what they do. They are concerned about HOW a person will do the work.

OK, where are we going with this “what” and “how” stuff?
We have said that WHAT a team leader does is lead, which is more than just managing things. And 
we’ve said that HOW a team leader leads is by controlling situations using good judgment to make 
decisions--decisions that will inspire cleanologists to do and be their best, and that will maintain loyalty 
among customers.

We’ve also learned that it is simple for a team leader to know WHAT to do. But, as we have seen, HOW 
he/she will use good judgment to make decisions will be different among all team leaders. Therefore, 
the point we are making is that a big purpose of this training is to narrow the gap between how 
various team leaders will use good judgment make effective, good decisions. As a team leader, 
you must make every effort to eliminate any difference between what is training’s “how to lead” 
and “how you lead.” In other words, as you build that entertainment center, do it according to the di-
rections so in the end the result is what the directions intended it to be. Why, because the role of 
team leader is too vital to the success of us all than any other kind of result.
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Characteristics of a Good Team Leader3
In this manual, you will learn WHAT a White Glove team leader does. But, right 

now, let’s look at the skills and personal traits you must have or acquire that will 
make a big difference in the “way” do things—HOW you do things that will make 
you a good, effective team leader.

An effective team leader possess a variety of traits and qualifications that encourage team members to 
follow and customers to respect. Here are the most important ones:

Qualification	#1

Appearance & Attitude
“Appearance” here means the vibes you radiate when people meet you. You might say it is 
your “image” that others see. Around your team members and customers, how do you ap-
pear? What image do you project? 

A team leader should project a cheerful, positive, confident, and smiling appearance. Sorry, but no 
one can project unauthentic cheerfulness. If you don’t have cheerfulness deep within you, it can’t be 
faked. The same is true about being a positive person and a confident person. And it’s hard, too, to 
project a genuine smile, if what’s making you smile is not genuine.

Do you “appear” genuinely cheerful, positive, and confident? If you don’t possess those qualities your 
team and customers will know it because they reflect in the attitude that people see in you. If have 
these things, then make sure they radiate from you. If you don’t have as much of  them as you would 
like, then you would do well to work on developing them—not only for your role as team leader, but 
also for your role in just about everything else, too.   

How does a person, for example, develop “cheerfulness?” Here’s a hint: Whenever you are at a cus-
tomer’s house, or around a customer, tell yourself to act as if that customer is your ONLY customer! 
If you were making a living just from that one customer, you’d fall all over yourself to make sure you 
don’t lose him or her, right? Imagine the same thing about every one of your customers! 

Team leaders naturally possess certain qualities, such as compassion and integrity, or they learn leader-
ship skills through formal training and experience. The qualities of an effective team leader inspire the 

trust and respect of the team and customers, as they stimulate production within the 
workplace, and encourage goodwill and loyalty among those we serve. 
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Qualification	#2

Communication
Effective team leaders communicate clearly. The key word 
here is clearly. If you expect something to get done in a particular 
way, make sure your team members know precisely what you 
expect them to do and the desired results.

Communication is a two-way street. Besides communicat-
ing clearly to your team, listening to others to understand them 
clearly, too, is part of effective communication.  You want to be 

skilled in listening to your team members and, especially, to customers in order to know clearly what 
they are saying. 

Qualification	#3

Confidence
A	good	team	leader	is	confident	in	his/her	abilities,	as	
well	as	confident	 in	 the	abilities	of	his/her	 team	mem-
bers. A confident leader is secure making decisions that 
affect his team and promote customer enthusiasm. Confi-
dence comes from in part by being knowledgeable, aware, 
and organized, which are additional qualifications. 

Qualification	#4

Awareness & Organization
If you are an organized team leader, you come across to others as being on top of things, and that you 
know what to do and are prepared. Other cleanologists and customers, too, respect team leaders they 
see who have systems in place, are in control, and who are effective in meeting company goals and 
objectives.

Qualification	#5

Respect
A quality team leader is re-
spectful to both cleanolo-
gists and customers. A re-
spectful leader finds it easy 
to empower those under 
him/her, and to gain coop-
eration and productivity be-
cause respect gets respect. 

And it all depends on the 
team leader.
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Qualification	#6

Integrity
Research shows that the top thing that employees want 
from their leaders is integrity. (Integrity means adherence 
to moral and ethical principles; soundness of moral charac-
ter; honesty.) An effective team leader is honest and open 
with company supervisors, team members, and customers. 
Leaders with integrity gain trust and admiration of both 
cleanologists and customers because they see a worthy 
leader who is deserving of trust and admiration.

You	can	possess	all	6	qualifications	above,	but	will	you	be	successful	
in making them work for you as a team leader? The effectiveness of you as a 

team leader depends a lot on a strong foundation of COMPANY KNOWLEDGE. In other words, if 
you are to be a representative of White Glove in guiding cleanologists, and helping to ensure custom-
er loyalty, then you better be very informed of White Glove’s operational policies, procedures, prices, 
and services. 

Let’s say a prospective customer approaches you with questions about our services. They will expect 
you to be informative and capable of answering their questions. Are you prepared to represent White 
Glove by giving complete and accurate information? The difference between making a sale and los-
ing a sale may be your ability to speak with authority as a White Glove representative. Here is a list 
of material you should know well. Please go over these and be sure you are acquainted with 
them as a team leader and White Glove “ambassador:”

Company Knowledge: 
Your Leadership Foundation

1.	The	procedural	manual,	
How To WOW! Your Customers. 
See Resources section of Cleanologist Entrance 
of WG Cleaning Academy on our Website.

2.	Our Services section of our Website. 
This includes a checklist of what our Basic Home 
Cleaning Package includes. Other pages in this 
section includes our Custom Cleaning, Move In-
Out, Odd Job Cleaning, and Deep Cleaning.Procedural 

Manual
Our ServicesWebsite Page
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3.	First Service page, which is linked from each 
city page in the Getting Started section on our 
Website. 
Go to Getting Started on or Website, and put in a White Glove 
zip code. You will see the link Your First Service: What To 
Expect (in the cost column on the left).

4.	Why Choose White Glove section 
of our Website. 
This includes One Month Free, Our War On 
Dust, and Primer For First Timers pages. 

5.	Company Policies for 
cleanologists.
These are the policies you re-
viewed during Basic Training.
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“Hello, Sharon,  
nice to see you 
again.”

“Gee, that 
new rug really 
looks great, and 
matches the 
couch so well.”

“Your kids 
are so polite 
and well-man-
nered.”

“With all this 
cold, are you as 
ready for spring 
as I am? It’s 
supposed to get 
above freezing 
this weekend.”

Interacting with Customers4
Friendly interaction with customers cannot be overemphasized. 

Because team leaders come in contact with customers more 
than other White Glove managers, team leaders play an import-
ant role in creating and keeping good relations. Good customer 
rapport is the key to White Glove’s customer loyalty.

Customers don’t see you and your team just a work crew. They see you as people, 
and when people come in contact with other people, a productive relationship comes 
about only when someone makes the effort to create a friendly, cooperative 
environment. White Glove and your operations manager has started rapport and a 
friendly environment, and now it should continue under your leadership.  

Customer loyalty is essentially 
in your hands. You oversee qual-
ity of work. And you oversee a 
friendly rapport with customers. 
Both of these are important in 
keeping customers.

Creating rapport is a skill that team 
leaders must work on and refine. It’s 
not only getting along with the cus-
tomer, but it’s creating a positive, 
genuinely friendly and personal rela-
tionship in which you and your team 
demonstrates interest in cleaning 
their houses, and friendly interac-
tion with family members, including 
pets. Here are tips on how to do it:

Rapport means a close and 
harmonious relationship in 
which the people concerned 

understand each other’s 
feelings or ideas and 
communicate well. 

1.	Wear	a	smile	and	reflect	a	cheerful	mood	and	attitude. Enthusiastical-
ly greet customers and family members, especially by first name whenever possible. 
Refer to children and pets by name rather than “your daughter” or “your cat.”

Want to 
build 
great 

rapport?

Smile!
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2.	Be	complimentary. 
Let your customers know if you 
find something that you especial-
ly like or find attractive. Without 
seeming to be “nosy,” ask ques-
tions and show interest about 
something you find interesting—
an antique, attractive painting or 
picture, an old family photo, etc. 

3.	Engage	in	small	talk. 
                  Light small talk is better than 
                      ignoring people, or just a “hello.” 
                        Be friendly, but always focus on  
                         your work so you don’t come 
                         across as being lazy or
                       unmotivated. 

4.	Converse	generically.	
What this means is that your conversation with cus-
tomers should be only general and not too person-
al. Mentioning a nice yard or pretty drapes is generic. 
Asking where a family member works, or asking about 
a particular visitor to the home, is out of bounds. Re-
member, you are a service worker, not a family mem-
ber or relative—supposedly, not even a friend. 

      “Hello, David.   
  Heard you were  
   in the hospital. 
Hope you are do-
ing well. You look 
great.”

“ Helen, I saw the 
picture of you at the 
Eiffel Tower. What 
did you like best in 
Paris?” 
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5.	Be	responsive. 
If a customer asks a question about White Glove’s services or policies that you are not sure of, make a 
note to get the answer and get back. Never let a question go unanswered. They will really appreciate that 
you remembered and got back to them. If you are asked to do a simple task, do it cheerfully and well.

6.	Give	thanks	generously. Whenever a customers does 
something nice for you or your team, or give a compliment, ex-
press your gratitude with a sincere “thank you.” Let them know you 
really appreciate their thoughtfulness. If a family member is home, 
never leave without letting him/her know that you are leaving and 
giving a hardy “thank you.” The only exception to this is if the per-
son is on the phone or otherwise preoccupied. 

7. Express your gratitude when tips are given. 
Anyone giving a tip appreciates acknowledgment that it was ap-
preciated. If a tip was given for the previous service, and no one is 
at home, simply leave a sticky note on or with the payment enve-
lope saying something like, “Thank you for thinking of us,” or “Your 
gratuity was really appreciated.” If a gratuity is given for each ser-
vice, a simple handwritten “Thank you” is sufficient.


