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The Team Binder
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A team binder is issued to each team leader. It is 
the leader’s “office,” and the operations manag-

er gives it to each leader at the beginning of every 
work week along with the payment envelopes, which 
are placed in each CR pouch (plastic sheet protec-
tor).  The leader keeps it and takes it to each job site 
during the week, and returns it at the end of each 
week. Only the records for a particular day should be carried each 
day. Do not carry the week’s records all at once. 

• Extra/Extra notes—Anytime a team member does something extra—not included in the pro-
cedures, an alert, or not expected by the customer—the cleanologist should leave an Extra/Extra 
note alongside the payment envelope. The notes are white with a yellow second sheet. By placing the 
yellow sheet under the white one, a copy is made on the yellow copy, which should be placed in the 
CR pouch. Extra/Extra notes are pluses for work performance evaluations.

• Surfaces Cleaning Chart—This chart lists various surfaces and cleaning materials and 
agents that can be safely used without damaging.

The binder’s primary purpose is to maintain the week’s customer records, keys, and payment 
envelopes. A zipper pocket contains note pads and a pen. Other materials in the binder include:
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• Quote form—Whenever a cleanologist sees an Odd Job, deep cleaning, or any other cleaning 
that the customer may be interested in, the cleanologist can leave a quote form. The cost quote should 
be discussed and approved by the team leader. Like the Extra/Extra notes, the yellow second sheet 
should be placed in the CR pouch for the operations manager’s records. Quoting additional services 
are pluses for work performance evaluations, BUT CARE MUST BE TAKEN TO ONLY QUOTE IF IT IS 
FELT THAT THE SERVICE IS NEEDED AND WARRANTED. Don’t overwhelm customers with exces-
sive quote forms just to get evaluation pluses.

• Additional payment envelopes—Extra payment envelopes are available if a change must 
be made.

• Pet Accident note—Since accidents do happen, cleanologist should be helpful and willing to 
clean occasional pet urine, feces, or vomit. The customer may want to know about the accident be-
cause it may reflect a medical or diet problem, or even a training problem. Therefore, if a cleanologist 
cleans such a situation, the team leader should see that a pet accident note is left along with the pay-
ment envelope. On the back of the note, simply describe the accident and where it was found. Team 
leaders should make sure their team members are aware of these notes and how they are used.

• 2-Copy Note form—General notes can be written on the two-copy (white and yellow) note 
form. Write on the white copy with the yellow underneath. Use this for responding to a customer 
comment, reporting damage, or other purposes. The yellow copy goes into the customer record 
pocket. Anytime something is damaged or broken, the team leader should see that the respon-
sible cleanologist leaves a damage notice.

• CR Revision notice—This is a notice placed on a customer record that says the CR has been 
updated or revised somehow. It calls attention to the team leader to be sure to inform team members 
about the change.

The Customer Record2
A “Customer Record,” or “CR,” is a reference sheet for the team and team leader that is made for 

each customer. A record has the customer’s name, family names, and pet names. It gives instruc-
tions for entering and leaving the house. 

The most important information are the “alerts”--information that cleanologists need to be aware of 
when cleaning a particular home. Besides general alerts, specific alerts are listed for each job module. 
Cleanologists must be very well informed of the alerts that pertain to their modules for each house.  

Reviewing The Customer Record
When driving to a new house after the first service, one of the team members not driving should read 
aloud to inform the team of alerts and cleaning instructions. This should be done several times until the 
team is fully aware of the information. 
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Revising A Customer Record
Whenever a customer gives instructions to a team leader that affects the cleaning procedure, the leader 
should write the instructions on paper and place it in the record pocket. Or, if a note was included 
on a payment envelope, the operations manager will add it to the customer record.

Also, the team leader feels that an alert should be added to the CR, a note can be placed in the record 
pocket. Doing this, the team leader could revise an existing alert that needs to be changed, a new alert 
(such as a new couch that needs to be cleaned in a special way), a family name addition or change, etc.  

Changes In A Customer Record
When a change is made in a customer record, a revision notification will be placed on the CR by the op-
erations manager. This notice is a sheet of paper that is folded over the top of a CR.  The team leader 
should see that the team is informed of the changes whenever a notification is attached to a CR. 
Always keep the revision notice attached to the CR until you--the team leader--are confident that 
you and your team are completely aware of the revisions, and that they will be followed. 

Job Site Responsibilities3
Driving For White Glove

Generally the team leader drives the team. Who-
ever drives:

1.  Maintain a current copy (front and back) of 
driver’s license, and proof of insurance on file 
with the operations manager.

2.  Attaching magnetic WG identification signs 
is a requirement whenever driving for White 
Glove. See right column.

3.  Safe and courteous driving is expected. 
This refers to driving legally including driving with-
in speed limits.

Confidentially & Key Protection 
Customer records are completely confidential. If a house key is included with a re-
cord, it will be in a zippered pouch. The key should remain in the pouch at all times 
except when being used to unlock or lock the entrance door. Special care must be 
taken to ensure that the key is not lost!

Before attaching, make sure car surface and back of 
sign are clean and free of debris.

Place signs on both sides of vehicle where signs can lie 
flat. Check edges to make sure  no wind can get underneath.

Proper care of the signs will ensure that they will stay 
attached. At the end of a workweek remove the signs and 
wipe both sides clean and store inside on the side of a ga-
rage refrigerator or other FLAT metal surface. Signs must 
be stored flat—especially edges so they will attach firmly 
to the vehicle, and they should not be stored outside. 

Drivers are financially responsible for signs checked out 
to them. If a sign is lost or damaged, the driver is respon-
sible for the cost of replacement.

CARING FOR 
MAGNETIC 

SIGNS
A. Getting To The Job-Site
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Parking 
Parking at a customer’s home should be close to the entrance while allowing the homeowner to have 
unblocked access to leaving and entering their driveways and garages. Just as a precaution, your 
vehicle should always be locked. 

Extra Supplies & Equipment
The team leader should consider which extra supplies and equipment would be useful and need-
ed while on the job should supplies become depleted or equipment become inoperable. A “Plan B” 
should be in place for completing a cleaning service if a vacuum, steam mop or other equipment 
breaks down.

Review Customer Record (CR)
Customer records contain important “alerts”—information and instructions that cleanologists need to 
be aware of when cleaning a customer’s home. Records are kept in the team leader’s binder for easy 
reference. 

While driving to a house for at least the first 3 services, the team leader should see that customer 
record alerts and other instructional information are reviewed out loud. If the team leader feels that 
further review (more than 3 services) the CR should be reviewed more often. Please make sure all 
team members are paying attention without radio, phone, or other distractions.

Changes in customer records are given to the team leader who should see that team members are 
aware of the updates.

Information in customer records are confidential and intended only for White Glove internal use. 
Also, house keys are stored in zippered pouches attached to the records. Keys should kept in the 
pouch at all times when not in use. 

Unloading Equipment & Supplies
Team members should share in the unloading and unloading. Equipment and supplies that will not be 
used immediately should be left just outside the entrance door such as the mop box and vacuums. 

Inform Customers If Team Is Going To Be Late

White Glove’s appointment policy is that we will arrive within 30 minutes BEFORE or AFTER the ap-
pointment time. If a team will be earlier or later than this, the team leader will call to give an estimated 
arrival time.

Being aware of appointment times and the current time is very important for the team leader. If your 
team is going to be more than 30 minutes late or early to a house, the leader must telephone the cus-
tomer about the delay. If there is no answer, leave a message. No call is needed if you know for sure 
that the customer will not be home. 
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Entering A Home

If a customer is home.  Unless a customer has given instructions to enter 
without knocking, the team leader should ring the doorbell or knock.  

If a customer is NOT at home.  In the event that someone is at home, 
after entering, the team leader should enter and announce in a loud voice 
that the team has arrived.

B. Routine Duties In Each House

UPON ARRIVAL:  First, Find Payment Envelope

Even if you 
think no one 
is at home, 

announce your 
arrival just to 

be sure:
“Hello, anyone 
home? White 
Glove is here. 

Hello!.”

Payment Envelope

Immediately upon entering a house, the team leader should find 
the payment envelope and (1) check for the proper payment amount, 
(2) look for any feedback given on the envelope (or other notes left by 
the customer), and (3) place the envelope with the customer record. 

• If the customer overlooked making a payment, and is not 
paying by credit card/PayPal, contact your operations manager immediately by text or email.

• Share any positive comments with your team even if the customer just checked the “Ev-
erything Fine” box. Your team should be informed and aware of any comments made by the 
customer.

What To Do IF A Negative Comment Is Given On Payment Envelope

1. Discuss comment with responsible team member. The team leader should determine 
who did the work that the customer mentioned, and make sure the team member knows what 
to do so the customer does not complain again. 

2. Leave a note. Any time a customer leaves a negative comment on the payment enve-
lope, the team leader should leave a note apologizing and indicating that the situation 
will be noted so it won’t happen again. Also thank the customer for bringing this to your 
attention. Use a 2-copy note form found in the team binder.

3. Update Customer Record. You may attach a note to the CR saying how you think the CR 
should be changed or updated to reflect the negative remarks. Otherwise, the operations man-
ager will update the CR.

4.Make sure work is done correctly at this service. Before leaving, check to see that the 
situation that the customer complained about is fixed or done well as requested.
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UPON DEPARTURE:  Leave New Payment Envelope

Fold (as a tent) the customer’s next payment envelope with the name, date, and time filled in, and leave 
in an obvious place, such as on the kitchen counter, after signing it (Inspected by_____).

The current envelope should have been placed in the customer record upon arrival, which is in the 
team binder. Payment envelopes are returned to the operations manager and each envelope is filed so 
that we have a history of feedback for each customer.

Updating The Customer Record 

You--the team leader—should be very familiar with the customer record. Please update the record 
whenever you become aware of changes that are not reflected in the record, or should be 
added to it. Here are some examples of things that should be updated in the customer record:

• There is new pet or family member, or a pet or family member is no longer there;
• A piece of furniture that is mentioned in the record is no longer there;
• You notice that special attention should be given to cleaning something;
• The homeowner asks that something be done differently than the team has been doing.

Remember, the purpose of the customer record is (1) to record alerts as reminders so that they will 
not be forgotten, and (2) to familiarize substitute and new team members of special considerations 
at a home so there will be no interruption in quality service.

How To Update. Use paper and pen in the team leader binder to make update notes, and place 
them with the customer record. Your notes and any applicable comments made on payment enve-
lopes will be added to the customer record by the operations manager before the next service. 

UPON DEPARTURE:  Checklists
The team leader should inspect a house shortly before ending the service 
while the other team member(s) is putting away supplies. The inspection 
should include a brief survey of the entire house to ensure that all proce-
dures have been followed, and that no supplies or equipment have been left 
behind. A House Checklist and a Team Leader Checklist are found on the 
back of the team binder. See next page for both checklists.

First Service Responsibilities

During a first service, the team leader has several special respon-
sibilities. These are discussed in first-service training, which you 
must be certified in before leading a first service.  

House & Team Leader 
Checklists (see next page for 

enlargement)
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C. Coordinating Job Modules
Do you remember the difference between “manager” and “leader” at the beginning of this manual? 
Though you are your team’s leader, in each home you are also a manager. In a sense, you are a project 
manager who coordinates the completion of a project.

The project in this case is a team’s cleaning a house from start to finish with a series of job modules. 
Coordinating job modules is one of the basic responsibilities of the leader. Modules are in a se-
quence starting with the kitchen and bathrooms and finishing with the departure module. Each module 
must be done in sequence as a team effort.

Don’t get lost in your work to the detriment of coordinating the proper sequence of job modules. While 
no one likes to be interrupted when working, if the effective team leader takes time to see that modules 
are precisely followed in the beginning, this should not be a problem later on. 

In any particular house, it is important to see that the same cleanologist does the same modules 
at every service for that house. Once it is decided which cleanologist will do which modules, do not 
change. Doing the same modules each time in an individual house helps in efficient and thorough work. 
See that team members know the module sequence and that they do them in coordination with other 
team members.  

Kitchen    
Dust 
Clean

Bath-
rooms

&

Vacuum 
Pre-Vac 

Spray  
Mop

Steam  
Mop

Post
Vac

Depar-
ture 

The 8 job modules (steam and spray mopping count as one) are the 
different steps taken to clean a house. Each can be considered a single 

piece of a puzzle. Once all pieces have been completed, they fit 
together like the components of a puzzle.

BA
Kitchen

Bathrooms

Dust & Clean

Vacuuming

Mopping (Steam)
Mopping (Spray)

Post Vacuuming

Departure

1

7

5
4
3
2

8

6
Pre-Vacuuming

Who does a particular module depends on how many cleanologists 
make up the team, and who is serving as A, B, and C cleanologists.  
In a 2-person team, the A cleanologist starts with the kitchen and is 
responsible for all blue modules in the list to the right. The B clean-

ologist starts with bathrooms and does all modules in red.
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As a team leader, your job is not to train. Your team members have been trained. But your job is to be 
a facilitator. As a team leader, your job is to “facilitate” his/her ability to do that work. This means 

your role is to help them do their work better. How do you do this? It’s simple: You observe their work, 
and point out their strengths and weaknesses—what they have done right and what they have done 
improperly. 
 
BUT, the way you do it makes all the difference in the cleanologist’s ability to improve. You don’t want 
to criticize—you want to encourage. You don’t want to embarrass—you want to inspire to do 
better. You don’t want your team members to dislike you—you want them to respect you and to 
appreciate your efforts to help them.

How To Facilitate with Good Results: Helping A Team Member To Improve 
& Be A Winner!

Facilitating Your Team4

As a leader you want your team to be on top! You want good evaluations, 
good comments from customers, and the best in team pride. What do you--
the team leader--do to reach these goals? You inspire your team members 
to do their best work as professionals. Another part of your responsibility is 
to make sure your team members are doing great work--you observe them 
from time to time, and check their work from time to time.

You are not making a job performance evaluation. Someone inspecting a home or evaluating a 
cleanologist’s work would inspect with a much greater level of detail than is expected of a team 
leader. But you are serving as an example of a professional who is in a position of leadership 
because of your skills--a role model for each to aspire to. They learn from you by example, and 
also as you inspire them to be their best, too. 

1. Emphasize the good along with the bad when checking work. When discussing a clean-
ologist’s work, point out the strengths along with the weaknesses. Emphasize what has been 
done well because you want him/her to feel they are doing an overall good job. Negative points 
are important and must be given attention, but the positive far outweighs the negative. You don’t 
want the cleanologist to lose self-esteem!

2. Inspire your team. Facilitating your team members’ good job performance is easier if you also 
inspire them. Get them to look at their work from the customer’s point of view. Their great work 
creates customer loyalty which means more work hours and greater income for cleanologists!  
Doing great work is not only job security, it’s job prosperity!   

3. Radiate optimism. No one wants to work in a gloomy, negative atmosphere. As team leader 
you can set the stage for a positive, fun work environment. Seek out the positives in your team, 
and stop any feelings of self-doubt. Remember, too, that our policies state never to criticize or 
speak negatively about customers. Strive to be a beacon of positivism and optimism striving for 
an uplifting and fun work environment.
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How To Check Your Team’s Job Performance

We all want to work with and for people who 
lift us up into the clouds

instead of dragging us down into the mud. 

What kind of leader are you?

• Be observant at all times. As you move about the house, look at the work oth-
er cleanologists have done. Don’t spend a lot of time, just be observant.

• Check “complaint” places. If you know the customer has complained about 
something in the past, these situations should raise a red flag. For example, if 
the homeowner has given negative feedback about the cleanliness of the kitchen 
floor, keep this in mind and double check the kitchen floor every time you go into 
the kitchen!

• Check Customer Record alerts. Making sure Customer Record alerts are 
followed and acted upon AT EVERY SERVICE is a key to keeping customer loy-
alty.  Even if you have stopped reviewing the CR on the way to a house, check 
the alerts and see that they have been followed and that the customer will be 
pleased. 

• Check cleanologists’ individual problem areas. If you 
have talked to a team member about something over-
looked—such as poor dusting—then give a close look at his/
her dusting until you are satisfied improvements have been 
made. Job performance evaluation results are shared with 
the team leaders so they can be aware of problem situations 
and follow up by checking these areas.

• Check a variety of places. Don’t check the same places at 
every house. Don’t just check dusting, or bathrooms. Each 
time you check a cleanologist’s work, look at different things:  
vacuuming, debris under furniture, blinds, showers, dusting, 
mirrors, etc. Over time, try to get around to everything.

A Note About Constructive Criticism
Encourage The Right Attitude  As cleanologists, we all tend to overlook things 
now and then, or to make a simple mistake. Hey, we’re all human (or at least we 
hope so). Therefore, we all should welcome constructive criticism because 

If you know that a 
certain cleanologist 
has had a problem with 
something in the past, 
the main thing to check 
is the work that relates 
to that problem. For ex-
ample, if you know that 
Jenny has left hairs in 
showers or basins in the 
past, check from time to 
time to see that she has 
improved. Or, if Bert has 
had problems with good 
dusting in the past, the 
thing you would want 
to check more than any-
thing else is his dusting.

it helps us to improve. No one is so good they can’t improve. Encourage your team members to 
be humble and smile and be glad when someone points out something overlooked in the cleaning 
process. Look at it this way, you should be pleased that the oversight has been pointed out because 
it is an opportunity to learn and be better at what you do. SEE NEXT PAGE FOR MORE TIPS
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A few years ago, Alan Henry wrote an article, How To Give Criti-
cism Without Sounding Like a Jerk. Here are a few points from the 
article that we have adapted to our team leadership situation.

How To Talk To a Team Members about Their 
Work Without Sounding Like a Jerk

Taking criticism is difficult enough, but giving constructive criticism can be really tricky, especially 
when you don't want to completely tick off the person you're talking to. You may not have com-

plete control over how someone else will perceive your words, but you can do a lot to communicate 
constructively. Here's how to offer constructive feedback without coming off like a jerk.

Don't Make It Personal

This goes without saying, but one of the most important things to do 
when you're delivering feedback is to make sure it's not personal. Sure, 
criticism by nature can be personal, but you need to make a point, as the 
person delivering it, to separate your thoughts on someone's work or 
behavior from their personality and what you think of them outside of it. Keep your criticism 
focused on the specifics that you want to discuss, and avoid the temptation to make judgments of 
the person or their work based on the specific feedback you want to give. Remember, saying "you 
need to respond to especially dirty situations faster" is not the same as saying "you're slow." You 
want to communicate the former, not the latter.

Give Kind Criticism, and Remember Why 
You're Offering Criticism At All

Remember, the point of your criticism is to help some-
one improve, or to correct a problem that impacts 
them, you, and the team. You're not venting, you're not 
working out your stress, and you're not boosting your 
own ego—if you are, stop now and reevaluate whether 
you actually have legitimate criticism to give, or you 

just need to talk to someone. If you genuinely want to help someone, or see behavior that needs to 
be corrected, make sure your feedback carries that message. This can be considered as "kind 
criticism," where you offer positive and specific suggestions to alleviate the issue at hand, 
or identify the problem clearly without talking about the person, just the issue. 

Use the "Sandwich" Approach

You may already be familiar with the sandwich method to delivering 
criticism. Put simply, you want to "sandwich" your critique between 
two positive things about the person's work to soften the blow, 
and to avoid coming off like you're emphasizing the negative. 
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After all, no one likes sitting and hearing reasons they suck one after another after another—mix it 
up with some things the person does well, or reasons you like their work. Most importantly though: 
be sincere about those positives. We all have accurately tuned BS detectors, and we can sense 
when someone's scraping the bottom of the barrel for positive filler around the real criticism.

Be Specific About The Result You'd Like to See
It's really easy to be snarky and vague—in fact, our culture en-
courages passive-aggressive snark disguised as intelligent com-
mentary. Unfortunately, it's rarely helpful, and almost never useful. 
Instead of saying "You should clean up your act," when talking to 
a cleanologist whose work needs improvement, be specific and 
say "Wouldn't it be great if these streaks weren’t here and the 
place sparkled and shined?" Instead of throwing up your hands 
and saying "this sucks!" explain why you think that way, and be 
constructive about what you'd like to see, or what would help "this" 
suck less. No one's going to learn anything from just complaining. 
Instead, emphasize the cleaning goals, customer enthusiasm, 
the pin-and-whistle response, customer loyalty, the White 
Glove brand that we all are trying to perpetuate.

“It’s got to be 
better than that!”

Two things are wrong here. First, get-
ting angry solves nothing. It only defines 

you as someone who needs to take an 
anger management class. Second, just 
don’t say, “better.” Be specific such as, 
“no spots or smears should be seen.”


