How to buy Facility Maintenance and Janitorial Services

A Commercial Buyers Guide

We would like to thank you for requesting this information.  We created this buyers guide to help answer all the questions you have and never get the correct answers on concerning facility maintenance, janitorial, carpet and floor cleaning for your facility and office.  We are dedicated to customer education and we appreciate you taking the time out of your busy schedule to read this guide and learn more about buying cleaning and maintenance services from reputable and professional companies.

In this buyers guide you will learn the following:

· 6 misunderstandings about janitorial, facility maintenance, carpet and floor cleaning procedures and companies.

· How to avoid 4 costly cleaning and facility maintenance rip-offs.

· 15 questions you should ask when interviewing a prospective facility maintenance and janitorial service provider.

· 9 mistakes to avoid when choosing a janitorial service provider.

· 7 steps to selecting the right facility maintenance, janitorial, carpet and floor cleaning service for your building.

After reading this manual we hope you will be in a better position to know a few of the differences in janitorial and cleaning companies and how to identify low ball non trained services from well qualified, professional, highly trained, customer oriented cleaning services.

We invite you to call us any time with questions.  Our number is 678-473-0340.  Again, thank you for taking time to read this guide.

Introduction

1. Why do you need a janitorial or building maintenance service?

One of the most important considerations concerning having a janitorial service would be a healthy indoor environment and healthy indoor air quality.  Also, a clean office environment lets your customers, employees and business associates know you are successful and care about your self, your staff and your customers.  It has been proven in many studies that a cleaner and healthier working environment promotes and supports motivated employees.  Also, when dealing with a true building service contractor you will have options, choices and alternatives of multiple seamless solutions for complete cleaning systems integration.  Here is a sample list of other services you should check for:

A. IICRC certified Commercial Carpet Cleaning

B. IICRC certified Commercial Tile and Hard Floor Maintenance Services

C. IICRC certified Water Damage Restoration Services

D. IICRC certified Odor Control

E. Members of BOMA (Building Owners and Managers Association)

F. Members of IFMA (International Facility Managers Association)

G. Members of BSCAI (Building Service Contractors Association International)

H. Grout cleaning and sealing

I. Pressure Washing

J. Airduct Cleaning

K. Blind Cleaning

L. Window Cleaning

M. Indoor Environment Consulting & Education

N. Housekeeping & Janitorial Audits & Analysis

O. Paper and Plastic supplies available for purchase at wholesale rates

It makes good business sense to outsource this kind of service because it saves your valuable time, which can be spent on the managing of your business and personnel.

2. What separates a professional janitorial service from the fly by night cleaners?

There are many “cleaning and janitorial companies” that have no formal training program in place, no on the job training, no certifications or textbook training to learn a professional and consistent level of service for the client.  A true professional building service contractor will refer and think of people they do business with as partners and not necessarily just a profit center.

3. Why are most purchasing managers, office managers, property managers and owners of buildings and facilities dissatisfied with their current cleaning service provider?

Unfortunately most bsc’s (building service contractors) do not charge enough for their services, which results in poorly trained or non-trained personnel, cutting corners in the cleaning schedule and loss of profit on the account.  Without a decent net and gross profit on the account most bsc’s will try to hang on as long as possible until the next “sweet account” comes along hoping to make a profit.  All too many times this does not happen and the cleaning service is fired and the client is left with a sour taste in their mouth.

4. What should you expect on a consistent basis from your janitorial service? 
· Consistent on-time cleaning



· Proper and adequate insurance coverage including liability insurance, workman’s compensation and a janitorial bond.

· 24 Hour availability in case of emergencies – Fire, Flood, special events

· Detailed inspection reports at least monthly

· Critique inspections monthly for you to fill out and mail or fax back to the cleaning service office.

· An explanation, example, demo and review of all cleaning equipment to be used in your facility.  This is to include vacuum cleaners, cleaning chemical and floor and carpet care equipment.

· MSDS binder containing all essential right to know and emergency forms.

· Information on the experience of the management team.  What certifications held, continuing education in the facilities maintenance industry and background in the industry.

· All calls returned in 24 hours.  Nothing will throw a monkey wrench in your schedule like a service provider not getting back with you promptly.  You pay the bill and you deserve to be called  back within a reasonable period of time.

· Consistent cleaning of floors and carpet and any other tagged or specialty work added to or included in the cleaning agreement.  Many times a janitorial service with the best of intentions will schedule floor and carpet care with the client only to fail to deliver the service on time.  When delivered it can be sloppy and mismanaged if not held to strict and professional scheduling times.  You do not want a service that is late on delivering your product.

· Explanations of all equipment and chemicals used in your facility as it relates to worker health, safety and indoor air quality.  If the janitorial service cannot explain the cleaning solutions being used or do not have the education or training to explain these they are a liability, not a partner in your success as they should be.  All professional and ethical cleaning service operations should have the ability to explain the cleaning products and equipment being used in your facility.  This should also be the case all they way from the president of the company to the receptionist and most definitely your account representative.

· If something is not working for you, the client, then the contractor needs to be sensitive to this and be flexible.

· A professional cleaning service will also be able to offer other services.

· You should be able to meet with the cleaner taking care of your account.

· A janitorial logbook should be placed in the contract administrators’ office to communicate with the cleaning service staff regularly.  This saves you time due to no phone call needing to be made to address questions or concerns you may have.

· Email communication made available to communicate with the company and its’ front line managers.

5. How can you be sure that you have made the correct decision on your cleaning service provider?

This is simple.  A professional and competent service provider will allow you to “test” their services.  In other words, a company that really believes in their service and capabilities will be happy to let you have a trial run on their company with a temporary cleaning agreement.  I would recommend a 90-day trial period with no formal cleaning contract signed, only an initial cleaning agreement and a temporary agreement.  During this initial 90-day period the service provider should take care of the initial cleaning of your office, including carpeting and hard floor areas.  You should pay for the initial cleaning of the office, carpet and floors.  This way you can see what kind of work across the board the company is capable of performing.  It is also something that any professional cleaning service is going to recommend due to the fact they are taking over the cleaning responsibility of the facility and the new service wants the facility up to their standards.  This way the cleaning service will have a benchmark on their service.  The idea is simply this….detail clean the whole office, common and lobby areas that will be receiving regular janitorial and housekeeping services.  Also clean the carpet and hard floors and then maintain them to an acceptable level until they need attention again.  If you like the service hire them and sign a formal cleaning agreement.   If not, you have just saved yourself a waiting period for a service that does not satisfy you.  It is better to try out a company on as many services as possible initially than to have to pay for poor service until you can make a change.

6 MISUNDERSTANDINGS ABOUT JANITORIAL, CARPET, AND FLOOR CLEANING COMPANIES AND PROCEDURES

Misunderstanding #1:  All company insurance is the same.

False.  Many cleaning companies advertise licensed, insured and bonded.  What exactly does this mean?  First, let me give you the minimums you should require your cleaning vendor to carry.  They are as follows:

Comprehensive General Liability - $1,000,000 minimum

Workers Compensation – Statutory

Business Services or Janitorial Bond - $25,000

The list above designates what coverage your vendor should carry.  All of these are a sign that your contractor means serious business if they carry these amounts.  However, please note that just because a cleaning service advertises insured and bonded does not necessarily mean they carry the above coverage’s.  Always ask to be furnished with a copy of the certificate of insurance within 10 days after signing any cleaning agreement.

Misunderstanding #2:  All cleaning chemicals are the same.

Not true!  Many cleaning chemicals and solutions that are currently used in the industry are marginal at best.  They are also very detrimental to human health.  High VOC’s (Volatile Organic Compounds) are one of the many problems with cleaning chemicals today.  Also, most glass cleaners as well as disinfectants and floor cleaners contain harsh chemicals that are not safe for the user, many having been identified as a known carcinogen.  Most of the companies you talk with will not have much readily available information on the cleaning chemicals their company even uses.  At best they will be able to answer such questions as:  What kind of glass cleaner do you use?  Their response:  Only the best.  You see, it is very important for your cleaning company representative and cleaner to understand the effects of these types of chemicals.  I personally recommend doing business with a company that keeps constant training and education on the chemicals being used.  The management team and cleaning technicians should be highly trained, be able to answer most of your questions and last but not least the cleaning agents used in your facility should be biodegradable, not have a health risk associated with it, contain no harsh odor and the MSDS (Material Safety Data Sheet) must be in a folder in the janitors closet or readily available by you and the cleaning service.

Misunderstanding #3:  All cleaning companies are the same.  Just a different name for the same basic services.

No.  Many companies are the same.  They operate on basically the same ideals.  They want to get as many accounts and contracts as possible in the quickest amount of time.  If they loose several they do not care.  It is merely a numbers game with these outfits.  Your main focus should be with a company that is interested in your well-being.  Look for a company that is concerned about customer service and satisfaction.  There are a couple of things I want you to consider.  When you interact with a company regardless of the situation you almost always come to an intersection called a “moment of truth”.  This is the exact time when you cast your opinion about the company depending on the outcome.  There are positive “moments of truth” and negative “moments of truth”.  Strive to locate a company that practices and makes it a habit of creating customer cheerleaders through positive “moments of truth”.  These companies will by far be your biggest partner concerning maintenance of your facility.  They are experienced in handling emergency quick response situations and scenarios that most other companies would simply shrug off and run.

Misunderstanding #4:  The only reason to have your office, carpets or floors cleaned is to remove dirt and improve appearance.

Not true!  As you probably know, outdoor air contains pollens, fungus, bacteria, air pollution, cigarette smoke, car exhaust – and hundreds of other chemicals.  When you come into your office, you carry those pollens, bacteria and chemicals in your hair and on your skin, clothing and shoes.  Not surprisingly, all those chemicals and toxins wind up on your floors, on desks, meeting rooms, restrooms, carpets and basically all throughout your office.

If you have allergies, asthma, emphysema, or other breathing related problems -  one major source of your problem could be the pollens, fungus, smoke and chemicals in your office, HVAC system, carpets, floors and working areas.

This alone is a huge reason to hire a professional and trained janitorial service.

Misunderstanding #5:  Having the right equipment is all a company needs to clean your office, carpets and floors properly.

Absolutely False.  Many companies claim they are experts at commercial cleaning, but very few companies teach their technicians how to properly clean a facility.  This is why it is important that you choose your janitorial and building maintenance services provider carefully.  The best cleaning companies will furnish to you a list of training the cleaning technician has received. Simply put, if there is no documented training program in place – don’t use or hire them!

Misunderstanding #6:  Any honest cleaning service company should be able to give you an exact price quote and estimate over the telephone.

I wish this were true, but it isn’t.  Honest, reputable janitorial cleaning companies almost never price cleaning by the room.  Instead, cleaning is usually priced by the square foot, hourly, by type of facility or some combination of these.  So, if you would like an exact proposal and quote for your facility you must allow a cleaning company to perform a walk through and building survey on your facility.  A professional service will usually measure the area and make a great deal of notes on the areas such as frequency of cleaning, dumpster location, amount of office personnel, etc.

To give you an idea of how my company estimates the cost of cleaning, here are the four things to consider:

1. First, the type of building.  Certain types of buildings or businesses are harder or more complicated to clean than others.

2. The amount of traffic and density of the area to be cleaned.

3. The amount of furniture, desks, lobby and common area fixtures.

4. Do you want once per week service or seven days per week service?

All of these act as a gauge for pricing janitorial services.  Each one is important and will require a few minutes of your time to show your prospective vendors.  Occasionally, you may have a service provider that has what is known as a “Building Audit” or a “Facility Services Survey”.  This is a very detailed and comprehensive fill in the blank or multiple choice question and answer session between you and the cleaning service representative.  The cleaning service will use this document and the information it contains, among other things, to determine the cost of services and it also allows them to have an idea about the history of the building and the cleaning that has taken place in the past.

4 JANITORIAL AND CLEANING SERVICE CONS AND RIP-OFFS

Con and Rip-Off #1

Companies claiming they cleaned your carpet with the hot water extraction method, sometimes referred to as “steam cleaning” which involves the use of a truck mounted hot water extraction unit mounted in a van or trailer or a portable hot water extraction unit.  This is the preferred and recommended method from major carpet mills such as Shaw Industries and carpet fiber producers such as Dupont.  Some companies will claim they have “steam cleaned” your carpet when in reality all that was done was a brush off the top cleaning using a bonnet method or a detail vacuum and spot removal with deodorizer.  Bonnet cleaning has its place but not on a carpet that you have requested restorative cleaning to be performed on.  Bonnet and encapsulation cleaning are more of a maintenance and interim maintenance cleaning to be used between “steam cleaning” (hot water extraction) procedures.  The easiest way to explain bonnet and encapsulation cleaning is the analogy of your hair and shampoo.  Bonnet and encapsulation cleaning are similar to washing your hair but not rinsing it with warm or hot water.  However, as we stated before, it is an ideal cleaning method for interim carpet maintenance.  Something else to keep in mind regarding carpet cleaning is that all professional cleaning services whether they service commercial customers or residential customers is the carpet equipment they employ.  Most up to date companies utilize “truck mounted” carpet extraction equipment vs. portable.  Here are a few reasons why:

· Faster drying time

· Better water pressure for deep cleaning 

· Stronger vacuum to remove more pollutants and dirt from the carpet

· Only the cleaning wand and hoses come into your office

· Higher water temperature to help restore carpet pile and clean sheen

Heat is very important when cleaning carpet.  Most units should have the ability to heat the water to 175 degrees, which has been proven to clean better, dry faster and remove much more soil than cold water.  All companies employ portable carpet extractors when necessary such as a high-rise level of an office or an area that cannot be reached with a “truck mount” unit.  However, when a portable unit is used it should have the capability to produce at least 160 degrees for water, 200 psi (pounds per square inch) for cleaning pressure and have good vacuum for fast drying.  However, if you manage or own a high rise office building the only alternative for hot water extraction cleaning is with a portable extraction unit designed for these scenarios. 

Con and Rip-Off #2

Unscrupulous companies charging for complete restorative stripping and refinishing services to hard floor areas and not really performing the service correctly.  It is a largely guarded secret in the cleaning industry that if the floor to be cleaned is in fairly good condition it can be “scrubbed” and waxed rather than “stripped” and waxed.   What is the difference between “stripping” and “scrubbing”?  Plenty!!  First of all stripping a floor is a very labor intensive task with usually very expensive floor equipment and chemicals being used.  All of the floor finish is completely removed from the floor with these machines and chemicals, rinsed and then speed dried.  Then a minimum of 5 coats of floor finish is laid in layers on the floor.  It usually takes anywhere from 1 hour to 2 hours for dry times between each coat.  As you can tell this is no quick job.  On the other hand a scrub and wax is much different.  There is usually only one piece of equipment needed and it is very quick.  The floor is simply scrubbed with a neutral floor cleaning solution, such as the solution used for regular daily mopping, then it is allowed to dry and the floor finish is applied.  Usually only 2 coats of finish are necessary because the scrubbing and cleaning only removes the top layer of soil and dirty floor finish.  The only labor intensive item involved in a scrub and wax is waiting on the floor finish to dry!  However, in certain circumstances a scrub and wax can be recommended.  These circumstances could be a quick fix for a facility that is expecting guests and does not have time for a complete strip and wax, or a new office that just needs a touch up before the new tenants move in, or for any floor in an office that has been maintained and looks good but just needs a little more shine and depth added.  The important thing to remember here is that you should know what you are paying for and what you are getting.  If a contractor is honest they will tell you if you can get by with a scrub and wax.  This is very important considering a strip and wax is normally 2 to 2.5 times the price if a scrub and wax.

Con and Rip-Off #3
Cleaning services incorrectly or incompletely servicing the restrooms.  This is where you will get the most complaints from your office tenants, staff and clients if not performed correctly.  Several things to consider are foul odors, re-stocking of all paper supplies and products, complete cleaning and sanitizing of all ceramic and chrome items, regular mopping of floors, and the addition of a complete odor control program that has a guarantee.  You see, all too often the cleaning service will do pretty good on the restroom for the first couple of months because they know how sensitive everyone is to this area, but after that period the work usually gets lack and problems will arise once again.  The way to counter this problem is by dealing with a service that offers a complete restroom sanitizing and odor control system each visit and backs it up with a guarantee.  Usually an odor control program will consist of items being placed in your restrooms and then being maintained such as automatic odor control spray cabinets.  These are very small units that are placed high on a wall and produce an odor killing spray once every 15 minutes.  The other items would be urinal blocks with attached screens and bowl blocks to hang on the rim of the toilet bowls to help reduce odor and bacteria.  When all of these are combined with a consistent cleaning and sanitizing of your restrooms there is really no questions that you and your tenants or office workers will be pleased.

Con and Rip-Off #4

No training or management system in place to make sure your property or building is cleaned properly.  All too often cleaning personnel believe their way is the best way.  We in turn feel that putting them through a rigorous systems and training program is the correct way to identify problems and setbacks early.  What does this do for you?  It saves you money because when our system is followed it is the most cost efficient means of a motion economy.  In other words, a janitorial service should have the capability of giving their cleaning staff all the tools needed to be successful in cleaning your property.  From training on restrooms and general cleaning to knowing the 5 different methods of cleaning carpet and the best ways to restore hard surface flooring.

15 QUESTIONS TO ASK WHEN INTERVIEWING A PROSPECTIVE JANITORIAL SERVICE PROVIDER
1. What industry organizations are you or your company affiliated with?

2. What certifications do you, your management team and your cleaning personnel currently hold?

3. What types of training are provided to your cleaning personnel?

4. Are you and your company available 24 hours a day in case of emergencies?

5. What types of chemicals and equipment will be used in my facility and are they environmentally safe?

6. Does your company have systems and procedures in place for consistent executive quality control and customer follow up?

7. Does your company operate a special services division for project cleaning such as carpet cleaning and maintenance, hard floor care, pressure washing, window cleaning and other cleaning services?

8. Can your company demonstrate a training manual used in training the front line cleaners of your building?

9. Can your company show me a training video used in the training of your cleaners?

10. Do you have a company information video?

11. Does your company have a safety policy?

12. Does your company provide OSHA training to your cleaners?  

13. Does your company have any proof such as videos and manuals of the training on OSHA?

14. Does your company conduct Bloodborne Pathogen training?

15. Does your company conduct MSDS and right to know training?

16. Does your company maintain a bloodborne exposure control protocol for your cleaners?

Once you are satisfied that you are working with an honest, competent professional, invite them into your office and ask for a specific quotation in writing.  A written quotation gives you the assurance that you know exactly what the job will cost you with no surprises.

By asking these questions you will gain all the information you need to make an informed and intelligent decision. 

9 MISTAKES TO AVOID WHEN CHOOSING A JANITORIAL SERVICE PROVIDER.

Mistake #1:  Do not confuse the importance of value with price.

Many times facility managers, purchasing agents, office managers, building and business owners find their selves hiring the cheapest service in town.  Unfortunately they find out very quickly that the lowest price is not always the best route.  You should look deeper than just price from a prospective cleaning and facility maintenance partner.  You should notice things such as their letterhead and business cards.  Why?  This is a direct reflection of how the company feels about itself.  If their own marketing and communication materials and tools are of an unprofessional look and feel then what do you think their service is going to be like.  You are correct.  They are going to cut corners on service also.  Study and pay close attention to the way the account rep may dress for business, their hygiene and the cars they drive.  This sounds out of the ordinary but it is a direct reflection of the service they will be providing to you, the customer.  Always keep this in mind.

Mistake #2:  Not doing business with a cleaning company that offers a 100% no-risk guarantee.

“If you build it they will come” was a famous quote and line from the movie “Field of Dreams” starring Kevin Costner.  Most cleaning companies are under the impression if they just open shop and go into business they are deserving of your business.  Not true.  By doing business with a janitorial cleaning company that offers a guarantee they are really saying to you they believe in themselves, their management team, their training programs, their quality control program and their customer service support skills.  Many companies fall into the “Field of Dreams” syndrome and never figure out it is the customer that is the lifeblood of their business and most of the time you have to work hard and earn their business.  Success does not grow on trees and it does not come easily.

Mistake #3:  Not knowing how to weed out the unreliable and untrained services from stable and professional service firms.

One of the benchmarks for professionalism in a cleaning company culture is the ability to be on time.  If your account representative is late the first time you meet with them chances are they are overworked and underpaid.  This should raise a concern or two about whether you should call a few more companies to look over your building.  The quickest and easiest way to weed out the bad apples is to ask about training of the cleaners, certifications, testing and the ability to respond to emergencies if needed.  Once you ask these type of questions sit back and wait for an answer.  Notice if the person seems nervous or has trouble answering your requests.

Mistake #4:  Choosing a cleaning service based on fancy cleaning equipment.

Although high caliber quality cleaning equipment is very important for carpet and floor cleaning it is not the best indicator in choosing a service for your facility.  Many companies operate with mediocre equipment but have such a high level of customer concern and service it does not interfere with their client communications or giving superior service.  The most important thing to look for is dedication to you, the customer.  Now I am not saying the cleaning company does not need state of the art equipment.  By all means they do.  But do not let this one category outweigh the other variables.  Make sure they know how to use their equipment too!

Mistake #5:  Choosing a cleaning service based on a lower price.

We understand that at many times in your position it is very easy to throw your hands in the air and just hire the cheapest cleaning vendor.  However, consider the following:

· Cheaper is not better

· Cheaper is not quicker

· Cheaper is rarely updated

· Cheaper is not trained

· Cheaper is not committed.

· Cheaper is not available during an emergency

Choose your cleaner on these variables and benefits for long term partnerships:

· Experience

· Amount of Executive and Management training

· Modern cleaning methods

· Quality Control Programs and Systems

· Certifications of company

· Commitment

· Availability

· Intensive hands-on, video, and textbook training to cleaning personnel

Mistake #6:  Choosing a cleaning service based solely on amount of time in business

Just because a company has been in business for 30 years does not mean they know every detail of facility cleaning management.  Many companies that have been in business for less than 5 years keep up with training, new cleaning technology and methods and process improvement studies far better than some of the older, more well established services in the marketplace.  Make sure your cleaning service provider holds several training opportunities each year for their labor and also offer on-site training for their specialty workers such as carpet and floor techs.

Mistake #7:  Doing business with a  “cheap” cleaning service

When I use the term “cheap” I am referring to how a company not only utilizes its earnings for payroll but also for training.  Consider the merits of a company by the quality and effectiveness of the cleaning equipment and chemicals they use in their business.  Another attribute of a “cheap” company will be the customer service given to each client.  Many times a “cheap” company will only respond to you if it’s a last resort.

Mistake #8:  Choosing a cleaning service that is not computerized

In today’s wonderful technological advanced civilization it still amazes me how many companies are still not computerized.  Not only is there valuable information on the internet to help businesses run smoother but also many tasks that are automatically tracked by a computer system.  Such tasks would include customer database, customer history, detailed layout of your building, personnel responsible for the cleaning in the account, contact person, phone numbers, etc.  As you can see, having your information only a few clicks away helps you and the cleaning service.  Do business with a company that has the ability to track past purchases you have made with them and avoid having to dig in your files.  This same philosophy applies to companies that do not own a fax machine or do not have the capability to email you information requested about your account.

Mistake #9:  Choosing a company with no formal Quality Control program in place

Every serious contract cleaning firm should have a consistent and formal quality control and inspection evaluation program set up to maintain the cleanliness of your facility.  It should include monthly visits, monthly inspection forms for you to fill out and a quality check phone call monthly.  The most effective quality control programs are both fair and effective for the cleaning service and the customer.

7 STEPS TO SELECTING THE RIGHT JANITORIAL, CARPET CLEANING AND FLOOR CARE SERVICE FOR YOUR FACILITY:

1. Always show your prospective janitorial contractor representative the whole facility and areas to be cleaned.

2. Ask for proof of General Liability Insurance, workman’s compensation and janitorial bond.

3. Ask what associations the corporate management team are members of and what certifications in facility maintenance management do they hold.

4. Take time to consider having your carpet and floors put on a maintenance schedule and make sure your cleaning company is up to date on current techniques and equipment.

5. Ask questions, ask questions and ask more questions.  The more you know about your contact person with the janitorial service the more comfortable both of you will be with any business transaction.

6. Request a bio sheet on the management team and a company history fact sheet. These items should explain experience level the management team has and what the company can do to make your job easier.

7. Above all, make sure the cleaning company and its management team respect your time and your business.

Thank you for taking time out of your busy schedule to further educate yourself on choosing a reputable facility cleaning contractor.

If you have any questions or comments or if you would like to meet with us to give you an exact written quotation to maintain your building, carpet or floors please feel free to call us at 
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