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Introductory Letter

June 15th 2016
Williamson County

Dear Selection Committee:

As of President of ServiceMaster Clean by Eagle Maintenance, I am proud that you have included our 
company in your search for a janitorial partner. This opportunity means a great deal to our company, 
and I have challenged our team to make sure we leave nothing undone as we work to fulfill the needs 
of the Williamson County.

I am certain that during this process you will hear a lot about our capabilities, experience and history. 
We are justifiably proud of our company, just like all of the fine companies you will interview are 
proud of their achievements. I believe what sets us apart, however, is the shared values and vision of 
our management and staff relative to our corporation objectives:

Honor God in all we do
Help People Develop
Excel With Customers

Grow Profitably

We believe these objectives provide a clear roadmap for how we are to run our business, deliver our 
services, and treat our customers and employees. We understand we may not always be perfect, but I 
promise that you will find no other organization that will work longer, harder or more diligently to 
make your experience with ServiceMaster Clean a remarkable one.

I am hopeful you will choose ServiceMaster Clean as your janitorial service partner and I commit my 
full energy and that of my team to the transition and successful management of your account.

Sincerely,

Jesus I. Cortez Sr.
President, CEO
ServiceMaster Clean by Eagle Maintenance
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Company Overview

Company History
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ServiceMaster Clean By Eagle Maintenance Currently 
Employs 

252 Full time Employees 

75 Part Time Employees
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ServiceMaster Objectives
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Why ServiceMaster Clean?

1. We are a Texas company. with a strong local presence. Our main office complex is
located in Plano Texas with Operational offices in Houston and Austin Texas. This
proximity assures you that you will get an immediate response from the managers
and support team. This will eliminate the need to set up conference calls or be forced
to wait for a critical decision from someone that is unfamiliar with the facilities of the
Williamson County.

2. We can offer temporary workers upon short notice. These are service workers that
are already employed and trained by our staff. With our client base in the area we
have an ample supply of individuals on call at all times.

3. We are already staffed to handle emergencies. If a pipe breaks, we will have the
capacity to handle most situations with equipment positioned around the Williamson
County buildings. If the disaster is greater than our on-site crew can handle, we can
have additional equipment and staffing on site within two hours. Guaranteed! With
our office being so near, it is possible to respond with the necessary resources in less
than an hour.

4. We are more than custodians. We have skilled workers that can handle wide range of
tasks. If you need window washing, power washing, painting, tile replacement, light
bulb changing (beyond the RFP requirements) or similar tasks, we can do it. Our team
is available to support Williamson County as needed. Everyone that we send to The
Williamson County Campuses will be our employee and will have been trained and
supervised by us. (We do not subcontract) With us, you eliminate the need for
multiple subcontractors which will save you time and frustration.

5. We are GS-42 Green Seal Certified. ServiceMaster Clean by Eagle Maintenance Co.
Inc. was the first Texas custodial company to obtain this status. We have been GS-42
Green Seal Certified since 2011.

6. We have developed a specialize and dedicated floor crew. The crew we establish at
The Williamson County facilities will have received extensive training in the care and
nurture of all the floor surfaces at the University.

7. We care for our team. Having a job is great but being recognized and appreciated for
the job being done is even better. We provide an outstanding training and
development program as well as benefit packages.
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Key Corporate Personal

Name Title Years of Industry 
Experience

Jesus I. Cortez Sr. Chief Executive 
Officer

41

Jesus I. Cortez Jr. Chief Operations 
Officer

18

Chad Moore Vice President 12

Wayne Knotts Business Services 
Specialist

32

Tony Loftis Director of Systems 
Development

19

Julie Trevino Quality Control 
Manager

10

Phillip Willingham Operations Manager 34

Edwin Zamora Operations Manager 22

Kirk Rodgers Operations Manager 13
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Professional Association 
Affiliation and Certifications

Certifications
• HUB Certification

• MBE, SME Certifications

• GS-42 Green Seal Certification

• BuyBoard Vendor
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GS-42 Certification: See Attachment 
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Tab B
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Reference List / Experience

Contractor References

Company Collin College Spring Creek Campus
Address 2800 E. Spring Creek Pkwy.   Plano, Tx. 75074
Contact Names Kenny Lanius – Facility Manager
Phone Number 972.881.5691
Email Addresses Klanius@Collin.edu
Brief Description of Work Scope of Work

7x week day porter services
7x week night cleaning services
5x week maintenance labor plus additional 

hours upon request 

additional qualified maintenance staff complete 
projects including: painting, dry wall, floor tile 
replacement, minor electrical, etc.

Daily spot cleaning
Weekly carpet maintenance
Monthly floor maintenance
4x year full carpet extraction
4x year stripping and waxing of all floors

Providing additional labor for events in 
conference center.

Value of Contract- 3 year contract to total value $ 3,067,035.38

Contract Term- 1 year contract with 2 one year extensions.

Contract Renewal- on Third 3 year term

Date Started/End- 11/08/2008 - Present

850,000 sqft Facility
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Reference List / Experience

Contractor References

Company Collin College Preston Ridge Campus
Address 9700 Wade Blvd. Frisco, Tx  75035
Contact Names Kenny Neal , Facility Manager
Phone Number 972.377.1691
Facsimile Number
Email Addresses Kneal@Collin.edu
Brief Description of Work Scope of Work

7x week day porter services
7x week night cleaning services
5x maintenance labor week plus additional 

hours upon request 

additional qualified maintenance staff complete 
projects including: painting, dry wall, floor tile 
replacement, minor electrical, etc,

.
Daily spot cleaning
Weekly carpet maintenance
Monthly floor maintenance
4x year full carpet extraction

4x year stripping and waxing of all floors
Providing additional labor for events in 
conference center.

Value of Contract- 3 year contract to total value $ 1,965,527.05 
Contract Term- 1 year contract with 2 one year extensions.
Contract Renewal- on second 3 year term
Date Started/End- 10/27/2010 - Present
Contact Person- Kenny Neal, Facility Manager 

620,000 sqft Facility

ServiceMaster Clean by Eagle Maintenance has been servicing all Collin College 
campuses for the past 7 years. Each campuses has an individual contract.  Collin 
College Total Sqft- 3.2 M
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Reference List / Experience

Company: Akiba Privet School District k-12
Representative: Gary Livingston

Title: Facility Manager
Address: 12324 Merit Dr

City/State/Zip: Dallas tx 75251
Phone/Fax: 972-822-3607

Email: GLivingston@srcampus,org
Service Dates:  (From – To) 5/1/2006- Present

Company: UTI
Representative: Rich Adams

Title: Director of Facilities
Address: 5151 REGENT Blvd

City/State/Zip: Irving Tx, 75063
Phone/Fax: 214-662-4255

Email: radams@uti.edu

Service Dates:  (From – To) 2/1/2015- Present

Akiba Academy

UTI
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Tab C

Program Overview

• Custodial Methodology

• Program components

1. Floor Maintenance Program
2. Orbital Technology/ Chemical Free Floor 

Stripping
3. GS-42 Green Seal Certified Cleaning
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Methodology
•Process For Best in Class Services



Page 30

© 2011 ServiceMaster Clean. All rights reserved.

Best in Class Service

Definition- The highest current performance level in an industry, used as 
a standard or benchmark to be equaled or exceeded.

Best in Class service is what we strive to provide to our clients.  To provide Best in 
Class services, the following key components need to be emphasized.

1. The foundation of any highly successful program always begins with the people.

2. Next are all the work processes, motivational and developmental elements.

3. Passion for service and the resulting quality overflows and creates a “Best in 
Class” Operation

Process For Best In Class Service
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People
It’s our people who fulfill the promise to our customers. We strive to attract, select 

and retain employees who will exemplify our core values, at every  facility we service. We look for 

qualified employees from diverse backgrounds and cultures and provide necessary training and 

encouragement  to be responsible and accountable for their work and reward  employees for 

exceptional performance. With well-managed people in the team position, our customers will 

benefit in many ways including:

• Higher quality service

• Increased productivity and reliability

• Professional interaction with Williamson County occupants

• Reduced turnover, resulting in more familiar faces and consistent service

Meeting and exceeding your service expectations requires employees who are 

willing and able to give their best, every day. And so, we have developed proven processes for 

recruiting,  selection, training  and development, and retaining quality employees.

Recruit Select Training and 
Development Retain

People
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Recruiting the Best

At Eagle Maintenance, we believe that great service starts with great employees. We carefully 
screen and interview each candidate in a process designed to match our employees with the 
job best suited to them and their desire for advancement opportunity. 

Eagle Maintenance, as a standard rule, conducts a ten (10) year all-inclusive criminal 
background check on all potential employees. These checks are performed by Blue Line 
Investigations. Additionally as part of various state Drug Free Work Place efforts, we screen 
employees for presence of illegal substances. These screenings are scheduled through E-
Screening, an online agency that utilizes a network of various medical facilities. When required 
or upon request, we will also conduct criminal background checks past ten (10) years and can 
request searches of available databases for child/domestic violence status. We are also capable 
of performing the much more inclusive FBI and Postal Authority background checks. All such 
research is performed prior to the start of employment.

Recruitment sources/methods include –

1. Local newspapers

2. Local employment agencies

3. Charitable organizations

4. Job Fairs

5. Web bases recruiting campaigns

Process
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Training and Development

Our training program emphasizes best practices and working safely. After 
orientation, an initial training session provides the new employee with the skills necessary 
to excel at their job.  Continuous training is performed on site with experienced staff, so 
that we can cover the particular requirements of  Williamson County. 

Encouraging professional growth

ServiceMaster By Eagle Maintenance provides ongoing support to its 
employees as they grow and develop in their careers. Our culture encourages each 
employee to openly communicate with his or her  supervisor or manager to develop a 
career path that builds on individual strengths and talents. Performance reviews further 
facilitate ongoing coaching and development so that each employee continues to prosper

Process
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Retention
Employee retention is also key to providing our customers with a great experience. 
We provide our employees with :

• Competitive wages, 

• Full-time employees are eligible for medical, dental and vision insurance, and 

• Opportunities for advancement within our company. 

• Motivational and formal recognition programs

• We believe that these have helped us to maintain a turn-over rate below 30% 
which is significantly. 

• Part of what makes us successful is that we treat everyone the way we want 
to be treated.

Process
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Passion

In the commercial janitorial industry, there are 
thousands janitorial companies in America at any one time.  The 
companies range in size from billion dollar corporations,  with a 
national (Some even Global) footprint  with 10’s of thousands of 
employees., to the small mom-and-pop janitorial companies. 

Eagle Maintenance is based out of Plano TX. and 
started in 1980 as a small mom-and-pop janitorial company.   
Through passion for the company and the industry, the 
management team and members of ServiceMaster By. Eagle 
Maintenance Co. Inc. have grown the company to the present 
day employing  around 240 employees and servicing over 5.2 
Million sq. ft. in the Dallas/Fort Worth metroplex. 

This sustained growth is due to Dedication to the 
process of training and developing our employees.  Dedication to 
the quality of service Eagle Maintenance provides.  Commitment 
to the continuous training and growth and development of 
employees.  Commitment to our clients in fulfilling and 
exceeding expectations.  The passion that drives Eagle 
Maintenance to  Provide Best In Class Service.

Passion
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Why ServiceMaster Clean?

1. We are a Texas company. with a strong local presence. Our main office complex is
located in Plano Texas with Operational offices in Houston and Austin Texas. This
proximity assures you that you will get an immediate response from the managers
and support team. This will eliminate the need to set up conference calls or be forced
to wait for a critical decision from someone that is unfamiliar with the facilities of the
Williamson County.

2. We can offer temporary workers upon short notice. These are service workers that
are already employed and trained by our staff. With our client base in the area we
have an ample supply of individuals on call at all times.

3. We are already staffed to handle emergencies. If a pipe breaks, we will have the
capacity to handle most situations with equipment positioned around the Williamson
County buildings. If the disaster is greater than our on-site crew can handle, we can
have additional equipment and staffing on site within two hours. Guaranteed! With
our office being so near, it is possible to respond with the necessary resources in less
than an hour.

4. We are more than custodians. We have skilled workers that can handle wide range of
tasks. If you need window washing, power washing, painting, tile replacement, light
bulb changing (beyond the RFP requirements) or similar tasks, we can do it. Our team
is available to support Williamson County as needed. Everyone that we send to The
Williamson County Campuses will be our employee and will have been trained and
supervised by us. (We do not subcontract) With us, you eliminate the need for
multiple subcontractors which will save you time and frustration.

5. We are GS-42 Certified. Upon a recent review of the official GS-42, web site, our
local service center ServiceMaster Clean was the only Texas company service center
to obtain this status.

6. We have developed a specialize and dedicated floor crew. The crew we establish at
The Williamson County facilities will have received extensive training in the care and
nurture of all the floor surfaces at the University.

7. We care for our team. Having a job is great but being recognized and appreciated for
the job being done is even better. We provide an outstanding training and
development program as well as benefit packages.
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Program Highlights

•You Will Receive Quality 

Services Without Surprises or 

Excuses

•All Service Needed to 

Maintain and Enhance Facility 

Quality is Guaranteed by 

ServiceMaster Clean
•

•The Program Will 

Consistently Provide a 

Quality Service to the 

Community That Will Prevent 

Complaints

•The proactive Management 

style of ServiceMaster Clean 

includes Management by 

Walking Around. We will be 

able to See and Anticipate 

Needs and Make Adjustments 

Prior to Being Noticed by 

Others.

With ServiceMaster Clean Taking Care of Daily 

Facility Operational Needs, Administration Will Be 

Able to Focus Their Time On Other Issues
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Program Highlights

• When Visitors arrive, 

They Will Not Only Feel 

Good About the facility, 

They Will Be Impressed 

by the Attention to Detail 

They Notice

• Our Team Will Always Act  

As Service Ambassadors. 

Our Purpose is to 

Maintain a Positive “We 

Can Do That” Mindset

• The Custodians Will be 

Trained and Organized to 

Help Reduce the 

Consumption of Electricity 

in Order to Save Energy 

(Money)
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Specific Goals for The Williamson 
County Custodial Services Program

1. Reducing expenditures for custodial services while maintaining or 
improving quality

2. Provide for the well being of the custodial staff

3. Implement innovative means to control custodial  and other expenses in 
order to provide more funding for classroom educational needs.

4. Highlight Your Stewardship of Facility Resources

5. Raise Accountability of the Service Department  with Positive 
Recognition and Motivational Programs.

6.  Provide a trained staffing pool that can flex to meet needs other than 
custodial, i.e. window washing, painting, general labor, light maintenance, 
power washing.

We believe These Are the Most Direct Benefits That Williamson County 
Will Enjoy with ServiceMaster Clean As Its Service Partner.
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Floor Maintenance 
Program
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EXPERTS
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The ServiceMaster Difference

The most important part of any room is the flooring. ServiceMaster is truly the leader 
in commercial floor care. We have all of the latest technology, training, and know 
how to ensure that the spots and stains in your carpet, grout, and other flooring are 
removed. We are able to strip wax and finish from years of build up off the most 
stubborn floors and restore their original shine.
Flooring we specialize in:
•Carpet
•VCT
•Ceramic Tile and Grout
•Terrazzo
•Vinyl Sheet
•Concrete
•Hardwood
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DFW Airport

Company :         Dallas/Fort Worth 
Airport
Address :               Terminal B  
Contact Names:    Jeffrey Clevenger

Roland Duncan

The ServiceMaster Difference
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Isolated Orbital Technology

Benefits of chemical-free floor scrubbing

• Provides cost savings and productivity gains by reducing training, 
purchasing, storing, handling, and mixing tasks and costs associated 
with floor cleaning chemicals. 

• Effectively removes soil and leaves no chemical residue so floors retain 
a polished look with simplified ongoing floor maintenance. 

• Reduces the environmental impact of cleaning operations.* 

• Scrubbers equipped with this advanced technology can scrub up to 
three times longer with a single tank of water, and use up to 70 percent 
less water than conventional floor scrubbing methods.

• Isolated orbital technology  reduces screening and recoating time by 
40% and allow of screening gym floors without any dust by wet 
screening.

Finish 
Removal
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Texas’s First GS-42 
Green Certified 

Company 
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Budget friendly, Environmentally 
Friendly.

No matter how you look at it, outsourcing your  Custodial 
cleaning needs to ServiceMaster Clean® is a smart choice.

Our proprietary Capture and Removal Cleaning® system is so 
efficient that it reduces cleaning time by as much as 20%, ultimately saving 
you money. It traps and takes away dirt; it doesn’t just move it around. 
From hallways to desks and Courthouse to administrative offices, 
Williamson County Facilities will be clean. This state-of-the-art system also 
can dramatically decrease airborne particulates, VOCs and bacteria—
helping result in happier, healthier environment and staff

• Decreased absenteeism 
When green cleaning is implemented, schools often reduce the number 
of health problems among teachers, students and staff, cutting down on 
absenteeism, and even improving student performance.

• Improved indoor air quality 
Our proprietary Green For® products and patent-pending Capture and 
Removal Cleaning® system help remove more airborne particulate 
matter, improving indoor air quality measurably, helping reduce factors 
that exacerbate childhood asthma and allergies. 

• Reduced sick building/school syndrome 
According to the EPA, switching from traditional cleaning agents to non-
toxic green cleaning products such as the ones developed by 
ServiceMaster Clean can help reduce upper respiratory illnesses, chronic 
headaches, stomachaches and the exacerbation of asthma that interfere 
with the work environment. 
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Why Go Green With ServiceMaster 
Clean?

We are GS-42 Certified.  Upon a recent review of the official GS-42,  
Green Seal website, ServiceMaster by Eagle Maintenance is the 
First and only Texas company to obtain this status.

What is Green Cleaning? Green Cleaning is not about simply replacing 
your current product with a milder cleaner. Green Cleaning is about 
examining your entire process of cleaning, identifying the areas that 
can be improved, developing a plan and the procedures to 
implement the plan, executing the plan and measuring the results. A 
properly designed and implemented plan will have a positive impact 
on the cleanliness of your facility, the health of its occupants, the 
environment .

And, our patent-pending Capture and Removal System meets all the 
environmental and performance requirements of the Green Seal 
Environmental Standard for Cleaning Services (GS-42).
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Capture and Removal Cleaning

Our Capture and Removal Cleaning system has been shown to 
remove as much as 55% more airborne particulate matter than traditional 
cleaning methods. To achieve these results, the Capture and Removal 
Cleaning system combines our green cleaning products, microfiber 
technology, and the latest advances in vacuuming and cleaning
equipment engineering.

In addition, Studies show that not only does the capture and 
removal system greatly improves the air quality but also increases 
productivity by 25-35% which helps lowering the lost for the cost per sqft.

Weekend Average Number of >0.3 Micron Sized 
Particles per Cubic Foot
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Tab D

Methodology/ Technical 
approach 

1. Emergency Procedures 

2. Training

3. Background Checks and Drug Policy

4. Evaluation Plan/ Quality Control
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Emergency 
Procedures for:

•Fire and Water 

•Vandalism

•Security Issues

•Key Control
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Security

Security

You must become familiar with the security of your building. This 

includes keeping the doors locked and the lights on or off according 

to the customer's regulations.  Familiarization also includes 

electronic security devices where necessary.  Your keys for the 

building should not be given to unauthorized persons, nor should 

you allow anyone into the building if they cannot get in with their 

own key.

You MAY NOT TAKE anyone to work with you. Under no 

circumstances are unauthorized visitors allowed at your place of 

employment.  This is for insurance purposes and for building 

security purposes and violations are grounds for immediate 

dismissal.
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Improper use of Facility Keys

Improper use of Facility Keys

The use of facility keys is a proprietary action, and keys are to be 

used only in the normal course of providing service to the facility on 

pre-arranged days and times.  Any entry into the facility for any 

reason aside from providing contracted services can be considered 

unlawful entry – at which point the employee does not enter the 

facility as a ServiceMaster employee, but does so on their own 

accord.  By improperly using the keys in this manner the employee 

will be subject to any legal consequences that arise from his or her 

actions.  Should an employee need to gain entrance into the facility 

at a time other than the agreed-to time for providing contracted 

services, they must get approval from a supervisor.  The supervisor 

may only approve this facility entrance after getting permission from 

an authorized contact person with the facility. Electronic key codes 

are confidential and may not be shared among employees ,relatives 

or friends.
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Key Control Plan

1. Communicate the objective and intentions of the key program with  Dart throughout the 
process

2. Upon contract award arrange to obtain necessary keys from  Dart

3. Obtain copy of Dart Key Control Policy

4. Review policy and demonstrate understanding of policy

5. Determine if keys will be assigned to us for the length of contract or if they will be checked 
out from security daily

6. Identify a secure location for key storage within the facility

7. Receive keys and acknowledge receipt of any key or code provided

8. Determine if an existing  building key floor plan is available

9. If a color coded floor plan for keys is unavailable we will create one

1. Maps will use existing room numbers or names
2. Color coded areas on the map illustrate doors opened by each key10. Develop operational spreadsheet

1. Lists each door by color used on key map
2. Notes security level of door
3. Indicates how many different keys may be needed to open
4. Describes where door is located11. Identify multi-user group doors

1. Security, Maintenance, IT, Phone12. Identify high  security and high risk areas

1. Normal operational needs
2. Life safety concerns
3. Risk management13. Update spreadsheet

1. Add notes about doors that have multiple users
2. Mark security level by key14. Assign keys according to custodial schedule needs

15. Refine system as program implemented

16. Post key control policy and daily key sign-out process at key cabinet

17. Each building custodial supervisor / manager maintains key for cabinet

18. Upon schedule assignment, each custodian signs Key control card

1. Shows which keys they will have in their set 
2. States The Dart and company policy for keys
3. Communicates  process for daily key return or upon termination19. Update system as doors are re-keyed or work schedules are changed
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Pilferage and Vandalism Policy

• ServiceMaster Clean takes numerous precautions (background checks, drug 

testing, etc.) against and provides training for the prevention of employee’s 

dishonest actions and/or destructive behavior while working in a customer’s 

facility.  While we never anticipate having to deal with such a situation, our 

employees are made aware that any illegal actions or activities that they may 

engage in while “on the clock” with our company can and will be referred to the 

proper authorities and law enforcement departments.

• While each employee is responsible for their own actions, ServiceMaster 

understands that we also are responsible for their actions while they are on the 

clock. Our business is fully insured and bonded against such activities should 

they arise. ServiceMaster cooperates with any investigations that are 

necessary to determine who is at fault or responsible in a pilferage or 

vandalism situation.  

• Should one of our employees be asked to submit to a lie detector test and 

agrees to do so, ServiceMaster will pay for the test should the employee fail the 

test.  Should the employee pass the test, the cost of the test would then be the 

responsibility of the customer who requested it be taken.
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Accidents and Other Incidents

• Service Master is committed to maintaining a safe and healthy 
environment for all employees.  Report all accidents, injuries, potential safety 
hazards, safety suggestions and health and safety related issues immediately 
to your manager. 

• If you or another employee is injured, contact your supervisor or manager 
immediately.  Seek help from outside emergency response agencies, if 
needed.  

• You must complete an Employee's Claim for Worker's Compensation 
Benefits Form if you have an injury that requires medical attention.  If your 
inquiry does not require medical attention, you must still complete a Supervisor 
and Employee Report of Accident Form in case medical treatment is later 
needed and to ensure that any existing safety hazards are corrected.  You can 
obtain the required forms from Human Resources.

• A federal law, the Occupational Safety and Health Act, requires that we 
keep records of all illnesses and accidents that occur on the job.  OSHA also 
provides for your right to know about any health hazards that might be present 
on the job.

• In addition, the state Workers' Compensation Act also requires that you 
report any illness or injury caused by the workplace, no matter how slight.  If 
you do not report an injury, you may jeopardize your right to collect workers' 
compensation payments as well as health benefits.
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Report Form

Incident/Property Damage Report Form
(Print this form and use as a copy master.)

Reported By  ________________         Dept.____________          Date:  ____________
Date of Incident  ____________ _         Time of Incident  ________ a.m. ________p.m.
Location of Incident   _____________________________________________________
Was Police Dept. Notified?          yes ____no ____           Fire Dept.?  yes ____no _____

Incident Report
Please provide a brief description of the type of damage:
_____ Injury to Person
_____ Damage to Property
_____ Other (describe) ___________________________________________________
Name of Party ______________________________________  Phone _____________
Address (include complete address, with street address, state and zip)
______________________________________________________________________
Driver's License No. _______________________
Briefly Describe What Happened:  ___________________________________________
______________________________________________________________________
______________________________________________________________________

Did party indicate intent to file a claim?       yes ____no ____
Witnesses:
Name  ____________________ Address  __________________  Phone __________
Name  ____________________   Address _________________   Phone __________
Name  ____________________  Address  __________________  Phone  __________

Incident Activity Log 
Date __________  Comments ________________________ Diary/Activity  _________
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We are Already Staffed to Handle 
Emergencies

If a pipe breaks, we will have the capacity to handle 

most situations with equipment positioned around Dart 

Facilities. If the disaster is greater than our on-site crew 

can handle, we can have additional equipment and staffing 

on site within two hours. Guaranteed! With our office being 

so near, it is possible to respond with the necessary 

resources in less than an hour.
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Major Water and Fire Damage

In the Case of water and fire emergencies on a large scale, 
ServiceMaster Clean has the resources to handle any situation from regional 
floodwaters, broken pipes, and building fires to residuals from forest fires, 
hurricanes, acts of vandalism, and even acts of terrorism. We"ve restored 
everything from a single room to the Pentagon after 9/11.

We understand how important it is for you to have the full use of 
your Schools as quickly and cost-effectively as possible. Your professional 
image, your valuable property, and your ability to serve your customers depend 
on our performance, so it's a responsibility we take very seriously

Disaster Restoration Services may include:
• Fire and smoke restoration
• Water damage mitigation
• Drying and dehumidification
• Document drying and recovery
• Building stabilization
• Controlled demolition
• Safety and compliance
• Project management and consultation services
• Reconstruction with large loss capabilities
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Training:
• General Employee Training

• Hazard and Safety Training

• Virus Decontamination 
Procedures (H1N1, Flu Virus, 
MRSA)
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Employee Training  concentrates on specific work tasks. We 
give our employees illustrated cleaning cards, and our 
Supervisors then do the following:

• Coordinate each area of the cleaning process

• Review the importance of why a task is performed in a specified manner

• Constructively guide employees while they perform their tasks

• Explain the safe use of chemicals and equipment

• Train employees to perform visual inspections of their area before completing work, 
and to correct any deficiencies noted

• Inspect completed work and retrain  in staff meetings 

• Complete initial training checklist for each employee, and review performance at 
regular intervals

Staff Training
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Staff Training

Each new employee of ServiceMaster Clean is subjected to in depth 
training covering a wide range of topics, including:

• Orientation to the ServiceMaster corporate objectives and customer focused 
culture

• Safety training

• Hands-on training of cleaning products, equipment, systems and techniques

• On-site training to ensure the employees complete understanding a particular 
customer’s service needs

Supervisors and managers are subjected to additional training to ensure 
that they are adequately prepared to train the employees placed under them. The 
ServiceMaster Clean training method ensures that each employee completely 
understands the training topic by visually presenting the training material, verbally 
expressing the training material, followed by the employee visually and verbally 
expressing the training material back to the trainer. The employee will not progress to 
the next level of training until he or she is able to master the training topic at hand.
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Training (cont.)

ServiceMaster Clean believes that certification is an important part of the 
training process as it verifies each employee’s knowledge of all necessary skills and 
ensures the employee is focused on producing quality work for the customer. In 
addition, the employee gains a sense of pride in their work and is able to perform their 
job function in a professional manner.

Each employee is certified in three stages:

• Core competency

• Effective time management

• Customer focus through self-inspection of work

ServiceMaster Clean is also committed to providing their employees with 
ongoing training through regional conferences and conventions held throughout the 
year. 

ServiceMaster Clean has also developed a training series specific to the 
Educational cleaning. This five level training series covers procedures and systems to 
service all levels of facilities from the k-12 to Universities and from Multi tenet buildings 
to municipal buildings
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Training (cont.)

Comprehensive
Program

Personal

Team

Technical

General

•Effective Training
•Service Worker Training
•Custodial Skills Training
•Training Materials
•Classroom Instruction
•Safety Program

Safety Training
Hazard Training
Security Training

•Excellence Through Motivation
Preparing for Excellence
Rewarding Performance

•Dart Specific Training
New Employee
In-Service
Recurring
Management / Supervision

Effective Employee Training:

1. Ensures Safety and Reduces Risks
2. Promotes Consistency of Service
3. Encourages Teamwork
4. Helps Staff Anticipate Needs
5. Leads to Creative Thinking 
6. Develops An Ownership 
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Training (cont.)

• Technical
– Job Skills (Specific to Discipline)
– Vendor Provided Training (For Equipment & Supplies)
– Safety & Regulatory Compliance

• Blood Borne Pathogens

• MSDS (Material Safety Data Sheets)

• Right to Know

• Asbestos / Lead Awareness

• OSHA

• Lock out – Tag Out

• Confined Spaces

• Lifting

All Employees Receive Initial Orientation and Training, On-Going Training, 
and Specific Job and Life Skills Training.

Setting Expectations By Demonstrating a Dedication to Training and 
Development is the Foundation to Successful Service Work
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Training (cont.)

New Employee Training Encompasses:

• Orientation

• Policing

• Classroom Cleaning

• Specialty Room Cleaning

• Restrooms

• Safety 

• Equipment use and care

• Ancillary / Research Areas

• Corridor Care and Spray Buffing

• Floor Stripping / Carpet Care

• Wall spotting and washing

• Bio-hazardous Waste & Trash

A Welcome and general  Departmental Orientation.

The knowledge and skills necessary to perform the assigned task.

An overall understanding of the importance of his / her job and the 
department’s function.

Dart and departmental expectations and how to satisfy those expectations.

New Employee Training Provides:
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Training (cont.)

• Cross-train employees in other areas of responsibility.

• Improve knowledge in complexities of the building environment.

• Improve pride in the department’s role.

• Meet regulatory requirements.

• Upgrade or introduce new skills, equipment or cleaning chemicals.

• Provide a documented system to assess employee needs.

• Generate greater appreciation of the department staff by other Dart staff 
members.

The ServiceMaster in-service program will:

In-Service Training:

Recurring Employee Orientation:
In order to meet the needs of long-term employees, retraining is necessary and 
ongoing. Employees who have been rehired or employees returning to work after an 
extended absence are also retrained. This retraining provides for the:

Reviewing of The Dart policies.

Reviewing of department policies / work rules.

Reviewing of procedures.

Reviewing of individual / group area assignments.

Providing of One-the-job instruction.

Explaining of Federal, state & local regulations.
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Training (cont.)

Management / Supervisory Training:

Effective on-site management and supervision is critical to the success of your facility 
program. Here are key components of the training program.

Step One

• General Room Cleaning

• Specialty Room Cleaning

• Carpet Cleaning Systems

• Hard Floor Care Systems

• Safety program

• Ancillary Area Cleaning

• Office Cleaning

• Equipment Cleaning and Maintenance

• Communication

Step Two• Quality Improvement Systems – formal and informal rounds

• Work Measurement and Control – job description layout

• Progressive Disciplinary Process and Corrective Action

• Cost Control / Budgeting

• Employee Relations

• Customer Relations

• Scheduling

• Basic Management Principles
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Introduction The novel H1N1 virus can be a serious health risk for Students
and Staff.  It is critical to follow specific cleaning procedures in 
order to properly disinfect common surfaces and touch points.  
The following document outlines ServiceMaster Clean 
recommended procedures for cleaning an area exposed to the 
novel H1N1 virus.

General 
considerations 
for cleaning

• Focus on surfaces that are most likely to be in contact with 
skin, especially the hand.  

• The novel H1N1 virus can survive for 2-8 hours outside the 
body and therefore removal of these soils is important.  

• Diligent cleaning of hard surfaces will reduce the chance of 
spreading the novel H1N1 flu virus by eliminating residues 
that carry it.  Surfaces may include but are not limited to 
tabletops, telephones, doorjambs, doorknobs, light 
switches, lavatory equipment and receptacles.

• The key is to remove visible soil from these surfaces and 
avoid contact with the soiled material. 

Virus Decontamination Procedures 
(H1N1, Flu Virus, MRSA)
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Novel H1N1 Virus Procedures

Cleaning 
procedures

• Gloves should ALWAYS be worn during the cleaning process.  Hands 
should be thoroughly washed before and after glove use.

• If the area to be cleaned has been exposed to the novel H1N1 virus 
and the surface is heavily soiled, a two step cleaning process is 
recommended: 
o Clean with a general purpose cleaner such as Green for Oxidizing 

Cleaner or Green for General Purpose at the recommended 
dilution for cleaning the surfaces.  Rinse and or change micro 
fiber cloths frequently.

o Apply SaniMaster 6 per label directions for disinfecting the 
surface. 

• If the area to be cleaned has been exposed to the novel H1N1 virus 
and the surface is lightly soiled, then SaniMaster 6 can be used 
because it is a combination detergent disinfectant.

• If a facility is not known to have been exposed to the novel H1N1 virus, 
cleaning touch points with a general purpose cleaner such as Green for 
Oxidizing Cleaner or Green for General Purpose is appropriate. 

• Sweep areas thoroughly and remove all trash and waste products.

Examples of multiple person contact points:
• Light switches
• Telephones (especially those in common areas)
• Building entrance and exit door handles and doors
• Elevator control buttons
• Conference room tables, chairs and doors
• Cafeteria tables and chairs, condiment handling areas or 

containers
• Vending machine areas
• Breakroom areas
• White boards, white board pens and blackboards
• Inside doorknobs and doors
• Water fountains (especially handles and valves)
• Bathroom sinks (especially faucet handles)
• Bathroom towel dispensers and hot air dryers
• Toilets, urinals, stall doors and walls, and wall areas 

around toilets and urinals
• Soap dispensers
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Asbestos Training

Our Training Program will include Two hours of 
asbestos awareness training, blood borne pathogens 
awareness training, and hazard communication training per 
year.   ServiceMaster will provide proof of all individual staff 
member completion of training.

Asbestos Training Overview:
Asbestos is a serious health hazard commonly found in our environment today. This module is designed to 
provide an overview of asbestos and its associated hazards. It is important for employees who may work in 
buildings that contain asbestos to know where it is likely to be found and how to avoid exposure.
What is Asbestos?
Asbestos is the name applied to six naturally occurring minerals that are mined from the 
earth. The different types of asbestos are: 
•Amosite 
•Chrysotile 
•Tremolite 
•Actinolite 
•Anthophyllite 
•Crocidolite
Of these six, three are used more commonly. Chrysotile (white) is the most common, but it is not unusual to 
encounter Amosite (brown / off-white), or Crocidolite (blue) as well. 

Where is Asbestos Found?
Asbestos may be found in many different products and many different places. Examples of products that 
might contain asbestos are: 
•Sprayed-on fire proofing and insulation in buildings 
•Insulation for pipes and boilers 
•Wall and ceiling insulation 
•Ceiling tiles 
•Floor tiles 
•Putties, caulks, and cements (such as in chemical carrying cement pipes) 
•Roofing shingles 
•Siding shingles on old residential buildings 
•Wall and ceiling texture in older buildings and homes 
•Joint compound in older buildings and homes 
•Brake linings and clutch pads 
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Custodians and Asbestos

• custodians should never sand or dry buff asbestos containing floor 
tiles, and only wet stripping methods may be used during stripping 
operations. Low abrasion pads should be used at speeds below 300 
rpm. 

• Broken and fallen ceiling tiles should be left in place until identified. 
Only after they have been identified as safe may they be removed. 
Asbestos tiles will be removed by asbestos abatement workers. 

• Broken and damaged asbestos floor tiles must also be removed by 
asbestos abatement workers. Report any suspect broken tiles to 

EHS at X47241. 

Asbestos Fibers
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Asbestos Awareness Training Quiz

ASBESTOS AWARENESS TRAINING QUIZ
1. Many older buildings will contain some asbestos. You are likely to find asbestos in:

A. Ceiling Tiles
B. Floor Tiles
C. Pipe Insulation
D. All of the above

2. If you suspect a material contains asbestos, you should NEVER:
A. Sand it
B. Cut it
C. Drill through it
D. All of the above

3. Asbestos fibers are so small they may stay suspended in air for hours or even days.
A. True
B. False

4. Which source of asbestos is the most friable?
A. Sprayed-on insulation
B. Undamaged ceiling tiles
C. Floor tiles
D. Lab counter top

5. Given moderate exposure to asbestos, smokers have the same chance of developing an 
asbestos related disease as non-smokers.

A. True
B. False

6. Asbestos-containing ceiling tiles, floor tiles, shingles, and siding will not normally release 
asbestos fibers unless disturbed or damaged in some way.

A. True
B. False
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Asbestos Awareness Training Quiz (cont.)

7. If you accidentally knock off a chunk of sprayed-on asbestos insulation, you should:
A. Carefully sweep it into a ziplock bag
B. Leave it for a custodian to clean up
C. Report it immediately
D. Get a vacuum

8. Three asbestos-related diseases are:
A. Lung cancer, mesothelioma, asbestosis
B. Lung cancer, mesothelioma, AIDS
C. Hepatitis B, mesothelioma, asbestosis
D. Colon cancer, asbestosis, malaria

9. Three main things seem to be important in determining your likelihood of developing an 
asbestos related disease.
These are:

A. Smoking / the amount and duration of your exposure / and your gender
B. Type of asbestos mineral to which you are exposed / whether or not you smoke / 

and your age
C. Your age / whether or not you smoke / and the amount and duration of your 

exposure
D. None of the above

10. There is no evidence to suggest that ingesting or drinking asbestos is harmful.
A. True
B. False

Answers
1. D
2. D
3. A
4. A
5. B
6. A
7. C
8. A
9. C
10. B
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Training Logs

Category Date Description Trainer Employee 
Signature

3 10-30-11 Safety & Hazard Training Tloftis

5 10-30-11 Asbestos Awareness 
Training

Tloftis
JLoftis

Continuing Training Log

Employee Name_______________________________Page_________________

1.  New Hire Orientation 4.  H1N1 Training
2. Products & Equipment Training          5.  Asbestos Awareness Training
3. Safety & Hazard Training 6.  Blood Born Pathogens Awareness 

Training
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ServiceMaster Uniforms

Supervisor Uniform Employee Uniform
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Background Checks 
and Drug Policy:
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Background Checks

Introduction

• With the growing proliferation of multi-million dollar negligent hiring lawsuits and the 
imminent danger to the safety of other employees and customers posed by previous 
violent offenders, there is an exigent need for methodical and thorough criminal 
background checks. 

• In addition to criminal checks, national statistics show that one out of three 
employment applications are falsified creating a need for verification procedures for 
previous employment, education, and other client-specific information. 

Acxiom’s Approach 

• Acxiom manages background screening services in accordance with the highest 
ethical, legal, and professional standards. All of our criminal background checks are 
conducted in person at the relevant courthouse, and access is controlled to 
background check results through secure profiles on Pembrooke’s eDrugTest.com 
Internet site. 

• Acxiom does not cut corners and they perform all checks in a methodical and 
consistent fashion to ensure legal defensibility. At the same time, they recognize the 
importance of turnaround time, and process information as quickly as possible in order 
to provide results to their clients in the most timely fashion possible. 
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Background Checks (cont.)

eDrugTest.com Background Screening Functionality 

• In addition to allowing client access to data through customized and secure 

user profiles, Pembrooke’s eDrugTest.com Internet site provides the best 

available solution to automate the background screening process. Background 

check features supported by eDrugTest.com include the ability to enter checks 

electronically, to query test results by multiple fields, to view reports, and to 

view results in both summary and expanded form. 

• eDrugTest.com also allows for some very unique features including the ability 

to view at all times the most current status of background check results (from 

pending to various stages of partial completeness to complete), and the ability 

to score background check results. Scoring background check results relieves 

management of the duty of interpreting often confusing legal jargon; To shield 

clients from legal liability, eDrugTest.com can also filter background check 

results, so that, for example, location managers would not be able to view 

positive results. 
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Background Checks (cont.)

Common Screening Checks 
Acxiom offers over 50 background screening checks. Among the most common 
are: 

• CRIMINAL RECORD: Our nationwide network of over 3,000 Public record 
searchers throughout the United States access records via the Clerk of The 
county Courts Office in the specific areas requested. All The criminal record 
searches are Performed Real Time….In-Person! Copies of court journal entries 
are available upon request. 

• TRUSST CRIMINAL SEARCH PACKAGE: Includes “unlimited” criminal record 

searches at ALL resident addresses listed on the national social Security 

number trace, (anywhere in the United States). You receive one consolidated 

report listing the results of the social security trace, along with the findings of 

each criminal record search. TRUSST is the “industry standard” in providing the 

most comprehensive criminal background check. 

• FEDERAL CRIMINAL RECORD: Felony information only, searched via U.S. 
Federal District Court, per region. 
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Background Checks (cont.)

• MOTOR VEHICLE RECORD: Driving records can show convictions for driving 
while intoxicated, a history of reckless behavior and whether the license is, in 
fact, valid. This check, conducted by state, may uncover applicants with 
records of substance abuse and other behavioral problems. CDL license is also 
verified and expiration date is provided. 

• SOCIAL SECURITY NUMBER TRACE: Verification that the SSN provided by 
the applicant was issued by the Social Security Administration and that it is not 
listed in the files of the deceased. This trace also reveals names and addresses 
associated with the social security number. 

• PEER CREDIT REPORT: Accessed via Acxiom’s national credit bureau 
database. Reflects an individual’s national credit history (and specifically used 
for employment purposes). The Peer Credit Report will show an individual’s 
creditor and account payment history, and any record of bankruptcies, tax liens, 
foreclosures, repossessions, etc. 

• EDUCATION VERIFICATION: This check verifies educational information. The 
salaries you pay are tied to specific levels of education and expertise. 
Unfortunately, many applicants claim degrees and licenses which are never 
earned, or otherwise falsify credentials. 

• LICENSE VERIFICATION: Verifies professional licenses such as 
Pharmaceutical, Nursing, Insurance, FAA/FCC, Teaching, etc. 
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Background Check summary:

A Criminal Record Search is conducted on all employees:

• The County Level Criminal Background Check

A  criminal background check is the dependable way of determining if  a 

subject has been convicted of a crime.  This is a felony and misdemeanor The 

County level criminal records search,.  This search includes pending cases and 

convictions (minor traffic charges not included)

• Federal Criminal 

This is a criminal search at he federal level..  Federal crimes include, but not 

limited to, bank robbery, drug trafficking, embezzlement, as well as crimes that 

cross state lines or occur on federal property.

• Criminal Database Search

This is an instant database search consisting of over 500 million records and 

covering all 50 States,.  Data contained in this search can come from statewide 

repositories, local City information, Department of Corrections, sex offender 

registries and Administration of Courts records.  You may choose to search all 

states or limit your search to a single state.  This search is solely intended to be 

used in conjunction with criminal background check for Members.
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Drug Policy

Substance Abuse Policy  

ServiceMaster takes seriously the problem of drug and alcohol abuse and is 

committed to providing a work-place free of such substances.  This policy applies to all 

employees of Company.

No employee is allowed to consume, possess, sell, or purchase any alcoholic 

beverage on any property, or in any vehicle owned or leased by ServiceMaster.  No 

employee may use, possess, sell, transfer, or purchase any drug or other controlled 

substance that may alter an individual’s mental or physical condition while working for 

ServiceMaster.  The exceptions are over-the-counter pain relievers and the like, used as 

intended and directed, and any other drugs that have been prescribed to you, and which are 

being used as prescribed by your doctor.

ServiceMaster will not tolerate employees that are impaired by or under the 

influence of alcohol or drugs while working.

In cases where the use of alcohol or drugs poses a threat to the safety of other 

people or property, you must report the violation.  Employees who violate our Substance 

Abuse Policy will be terminated..
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Drug Policy (cont.)

As a part of Company’s policy to ensure a drug and alcohol free workplace, 

within the limits of applicable federal, state, and local laws, Company reserves the right, in its 

sole discretion, to test for drugs and alcohol at its own expense.  Some such situations may 

include, but are not limited, to the following: 

• A. In conjunction with an offer of employment with Company;

• B. Where there are reasonable grounds for believing an employee is under the 

influence of alcohol or drugs;

• C. As part of an investigation of any accident in the workplace in which there are 

reasonable grounds to suspect alcohol and/or drugs contributed to the accident;

• D. On a random basis, where allowed by statute;

• E. As a follow-up to a rehabilitation program, where allowed by statute; 

• F. As necessary for the safety of employees, customers, or the general public 

where allowed by statute.

All tested employees will be able to receive a copy of the laboratory results that 

certify the results or the testing done.  It is a condition of your employment and continued 

employment with Company that you comply with the Substance Abuse Policy.

Company will reasonably accommodate any employee who wishes to voluntarily 

enter and participate in an alcohol or drug rehabilitation program, so long as this does not pose 

an undue hardship to Company.  Company reserves the right to refuse to hire or to terminate 

the employment of any employee who, because of his or her current use of alcohol or drugs, is 

unable to perform his or her work duties, or cannot perform his or her duties in a manner which 

would not endanger the employee’s health or safety, or the health or safety of others.
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Evaluation plan, 
Quality Control:
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Quality Assurance Program

• Provides a Mechanism by Which The Williamson County May Objectively

Determine the Quality Level of Service Being Performed at the Site.

• The Program is Designed to Provide You With a Customized Level of

Involvement in the Inspection and Verification Process.

• The Process Will Assure The Williamson County That the Quality Level 
Provided Will Meet or Exceed the Quality Standard Established.

Custodian By Task 
Completed

Supervisor Inspections per 
Shift

Manager Formal Weekly

Monthly District Support 
Inspection

Quarterly Corporate 
Inspection
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Six Sigma Process

• We Are Committed  to the 
Six Sigma Process That 
Was Developed by 
Motorola.

• In the Program, Employees 
Train, Apply Skills and Lead 
Teams That Contribute to 
an Ever Changing 
Organization.

• The P.A.C.T. System We 
Utilize Was Created As 
Part of a Six Sigma 
Process.

• The System is Comprised 
of the Following Four 
Elements:

Plan

Act

Communicate

Track

• The Program Empowers 
Employees to Actively Find 
Solutions to Problems.

• Our Goal is to Have Every 
Employee Contribute to the Six 
Sigma Program



Page 99

© 2011 ServiceMaster Clean. All rights reserved.

P.A.C.T.

The system is comprised of the following four elements:

Plan: A Standardized Inspection Form Makes It Easy for a ServiceMaster

Clean Inspector to Check the Condition of Your Facility. While Inspections are

Scheduled in Advance, They are Unannounced So That You Get An Accurate

Account of Service Quality.

Act: Buildings are Inspected on a Pre-Determined Schedule. The

Inspection Results are Reported to You and Our Service Partners. Based on

the Inspection Results, We Will Act to Address Any Issues immediately.

Communicate: The Inspection Results are Communicated Back to You

Via the Method of Your Choice. Satisfactory Items, As Well As the Items

Needing Attention, are Reviewed With Our Employees So They are Aware of

the Service Quality of the Building and Are An Active Part of Making It Better.

Track: Tracking Inspection Results Shows Us the Service Level in Each

Facility On an Ongoing Basis to Ensure Consistent Quality. Tracking Will Also

Allow Us to Identify Trends and in Turn Increase the Value of Your Service.
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Quality Assurance

• How do you know your building is clean?

• How do you know contracted services are performed?

• How do you know you are receiving real value for the price being paid?

You can only know with proof.

We Offer Proof through Effective Quality Control

• Know services will be completed as outlined.

• Submit messages that are documented.

• Receive customer service that exceeds expectations

• Consistently get “Best in Class” service.

Our Customer Service is Built on 3 Values:

• Quality

• Reassurance

• Communication

We accomplish this level of service with our quality control program,



Page 101

© 2011 ServiceMaster Clean. All rights reserved.

Quality Assurance

We input and document the scope of work from our contract into CleanTelligent . For 
example:

Floor Maintenance

A. Daily Services

• Cleaning all common area floors daily with Ride-on Auto Scrubber

• Spot clean carpet stains.

• Completion of daily projects assigned to floor techs.

• Completion of all daily tacks listen in the Eagle Maintenance Floor crew  S.O.W.

• Vacuum all carpet in common areas and traffic ways, as recommended by the Carpet and 
Rug Institute.

• Vacuum under desks and tables

• Sweep/vacuum and then damp mop hard surface

We take a portable device 
and inspect those
services .
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Quality Assurance

Inspection results are available for review so you can see we are honoring our contract.

Detailed job schedules ensure all services are completed as promised.
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Quality Assurance

Submit any issues using your current email system or submit directly into
CleanTelligent.  Example; drink spill, stained carpet, Disinfect carpet of floor due 
to bodily fluids…
.

All responsible personnel are notified. If the
request does not receive a prompt response,
management is informed.

We respond to
your message and
updates are logged
as progress is 
made.
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Quality Assurance

Performance reports
help us increase
accountability and 
improve internal
training.

With effective quality control you can know:

• Services are completed as contracted.
• Messages are documented and receive response.
• Customer service is exceeding your expectations.
• The building is consistently receiving “Best in Class” service.

Inspection results are available for review at anytime so you can see that we are 
honoring our contract.
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Effective Quality Control

• Know that services will be completed as outlined

• Easily submit messages that are documented

• Receive customer service that exceeds your expectations

• Consistently get a cleaner building for what you are paying

Our inspections and data entry help you:

We input and document the services from our contract into our Software. We inspect 
those services   to make sure they are preformed at above industry standards

Inspection results are available for review at anytime so you can see that we are 
honoring our contract.
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With Effective Quality Control You Can 
Know:

• Services are completed as contracted

• Your messages are documented and 
responded to quickly

• You receive customer service that exceeds 
your expectations

• You consistently get a cleaner building for 
what you are paying
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Sample Of Resent 
Inspection Report
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Tab E

• GS-37 Green 
Cleaning 
Products
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Tab F

• Proposed 
Equipment
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Tab G 

Additional information
•Safety manual 
•Employee Polices and manuals
•Bloodborne Pathogens Exposure Control 

Plan 
•Safety report
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Tab H

Custodial Cost and Scope 
of Work



Service Definition and Service Breakdown

All sqft rates and Hourly rates proposed include the BuyBoard service
fee

Custodial Manager

Plans, organizes, coordinates, and manages the cleanliness and quality, assures the proper care, 
cleaning  of all facilities; inspects facilities; coordinates and prioritizes work projects; assigns, 
reviews, and  evaluates the work of assigned operation personnel.

Custodial Supervisor

ServiceMaster Clean will have supervisors on-site directly in charge of the work, which shall 
represent  ServiceMaster Clean and communicate with and coordinate the work with the Clients 
Management  staff. Supervisors are responsible for overseeing and ensuring that proper cleaning 
along with  maintaining the facility is in accordance to the contract requirements

Lead Day Porter

The role of the lead porter shall be to supervise staff, conduct daily written inspections, develop 
cleaning  project lists for daytime / evening staff and conduct follow-up and cleaning duties.

DAY PORTER DAILY CLEANINGTASKS

The following duties are a minimum standard for all facilities. Each individual facility may vary 
slightly  due to usage and night-time accessibility.



ENTRANCES, LOBBIES, CORRIDORS, VENDING, LOUNGES, RECREATION AREAS, 
CLASSROOMS,  LIBRARIES AND OTHER COMMON AREAS:

 The day porter is responsible for cleaning offices or areas that are inaccessible to the nightly  
cleaning crew due to security and privacy access restrictions.

 Collect and remove any litter.
 Remove trash from tables, ledges, and other building and furniture surfaces.
 Pick up trash or other debris within ten (10) foot perimeter of exterior of building.
 Empty waste receptacles that is full or nearly full.
 Remove gum or other sticky items from floors. Spot clean walls, doors, door facings, columns, 

and  other building surfaces to remove handprints, smudges, and other obvious soil or graffiti.
 Damp wipe soiled surfaces including flat surfaces, counter tops, tables, etc.
 Refill paper towels and coffee service items in break rooms (if applicable) as needed.
 Clean entrance mats with an upright carpet vacuum or a stiff broom and lobby pan. During

inclement weather, clean entrance mats with a tank-type vacuum and damp mop entrance
areas to remove tracked-in water and soil.

 Sweep / Spot mop floors as necessary to remove trash and spills.
 Spot vacuum carpeted areas where needed.
 Erase and clean chalkboards and/or dry marker boards using manufacturers suggested cleaner 

or  equivalent.
 Polish all hardware to remove handprints or smears.
 Return furniture to its original position.
 Windows and doors shall be secured.
 During inclement weather, place “wet floor” signs at all entrances.
 Set–up clean up after set-ups are over and reset for the next event.

RESTROOMS:
 Cleaning frequency at a minimum of 4 times aday
 Collect trash and litter from the floor and other surfaces and place in waste 

receptacle or  waste collection bag on the cart.
 Empty waste receptacles that is full or nearly full.
 Refill paper products, hand soap dispensers, sanitary napkins and urinal screens / cakes 

as  necessary.
 Check all basins and rinse or wipe clean those that are soiled.
 Check all urinals, flush as needed, and clean those that are soiled.






Check unoccupied stalls, flush fixtures as needed, and clean those that are soiled, and 
clean  soiled partitions and stall doors.
Clean wet or heavily soiled floor areas with a mop and germicidal detergent solution.
Spot clean mirrors, walls and 
doors.  Spot mop floors.
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1. PUBLIC AREAS: Entrances, Lounges, Lobbies, 
Hallways,  Vending & Recreational Areas

Empty Wastebaskets and Remove Trash X
Spot Dust All Horizontal Surfaces X
Damp Wipe All Wastebaskets & Replace Plastic Liners 
As  Needed

X

Complete Dusting - All Areas X
Spot Clean: Desks, Counters, Chairs, Floors & Tables X
Complete Clean: Desks, Counters, Chairs, Etc. X
Clean & Disinfect Drinking Fountains X
Clean Glass, Mirrors and Spot Clean Windows X
Spot Clean Walls, Wall Switches, Doors, Door Glass, 
Halls,  Passage Ways

X

Clean Furniture, Vacuum/Polish X
Spot Clean Upholstered Furniture X
Shampoo Furniture X
Straighten Chairs and Furniture X
Vacuum & Spot Clean/Water Extraction Carpets to 
Remove  Stains, including Walk-off Mats

X

Hose Down / Wash Exterior Walk-off Mats X
Shampoo Carpets X
Sweep and Damp Mop Tile/Slate/Terrazzo/Concrete 
Floors  with Disinfectant Solution

X

Buff Terrazzo Floors X
Buff Tile Floors X
Scrub & Sanitize Tile/Slate/Terrazzo Floors, Light Wax X
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Strip & Rewax: Tile/Slate Floors, Six Coats X
Treatment on Terrazzo Floors (Walk-path Areas) X
Treatment on Terrazzo Floors (complete) X
Damp Mop Floor in Gym X
Set-up / Take-down Furniture as Requested by 
Client’s  Designated Representatives

X

Dust Window Blinds X
Sweep & Pick-Up Around All Outside Lobby & 
Building  Entrances

X

Place Any Left Items In “Lost and Found” X

Reset Furniture, Windows and Doors Secured and 
Lights  TurnedOff

X

2. Bathrooms
Clean and Sanitize All Fixtures (Commodes, Urinals,  
Lavatories, Hand Dryers, Etc.) with Disinfecting
Solution

X

Empty Wastebaskets & Remove Trash X
Wash Waste Receptacles X
Damp Wipe Wastebaskets & Replace Plastic Liners As
Needed

X

Polish All Metal & Mirrors X
Clean Partitions and Tile Walls With Disinfecting Solution X
Clean Shower Walls and Floors X
Scrub & Sanitize Shower Walls and Floors X
Sanitize and sterilize locker/shower rooms by fogging with X
Complete Clean/Sanitize: Partitions / Walls X
Spot Dusting X
Complete Dusting (Including Ceiling) X
Sweep, Damp Mop & Sanitize Floors X
Surface Scrub & Sanitize Floors X
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Fill & Maintain Dispensers (soap, paper towels, seat covers, X
CleanMirrors X
Vacuum Vents & Gratings On Walls & Ceiling X
Post & Fill In Cleaning Schedule (AS REQUIRED) X

3. OFFICE, CONFERENCE ROOMS & MEETING ROOMS:
Empty Wastebaskets – deposit recyclable materials 
into  appropriate bins

X

Damp Wipe all Wastebaskets & Replace Plastic 
Liners as  Needed

X

Spot Clean Glass X
Vacuum Carpets X
Spot Clean / Water Extraction Carpets to Remove Stains X
Spot Dust All Horizontal Surfaces X
Complete Dusting All Areas and Ceiling X
Spot Clean: Desks, Counters, Chairs, Etc. X
Complete Clean: Desks, Counters, Chairs, Etc. X
Spot Clean: Mirrors, Windows (Interior) X
Spot Clean Walls, Doors, Etc. X
Clean Furniture, Vacuum & Polish X
Spot Clean Upholstered Furniture X
Clean Fabric Cubicle Partitions X
Shampoo Furniture X
Strip/Wax Tile Floors, Six (6) Coats X
Dust Window Blinds X
CleanPhones X
Clean Chalkboard/Dry Marker Board X
Condition Dry Marker Boards X
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Reset Furniture, Windows & Doors Secured 
and  Lights Turned Off

X

4.  COMPUTER ROOM / COMPUTER LAB:
Empty Wastebaskets – deposit recyclable 
materials  into appropriate bins

X

Damp Wipe all Wastebaskets & Replace 
Plastic  Liners as Needed

X

Spot Clean Glass X
Damp Mop Floor X
Vacuum Carpets X
Spot Clean / Water Extraction Carpets to 
Remove  Stains

X

Buff and Polish Floors X
Shampoo Carpets X
Clean Chalkboard/Dry Marker Board X
Condition Dry Marker Boards X
Clean Lab Tables X
Dust Window Blinds X

5. CLASSROOMS, LIBRARIES, LECTURE 
HALLS,  LABORATORIES, & AUDITORIUMS

Empty Wastebaskets and Pencil Sharpeners X
Damp Wipe All Wastebaskets & Replace 
Plastic  Liners As Needed

X

Deposit recyclable materials into appropriate bins X
Dust Mop Theater Floors X
Damp Mop Theater Floors X
Vacuum Carpets X



CLEANING FREQUENCY SCHEDULE

D
A

IL Y

W
E

K L Y

M
O

N
T

H
 L Y

Q
U A

R
T

E
R

L Y

S E
M

IA
N

N
U A

L

A
N

N
U A

L

O
N

 R
E

Q
U E

S T

Spot Clean / Water Extraction Carpets to 
Remove  Stains

X

Shampoo Carpets X
Damp Mop Tile / Slate / Terrazzo Floors X
Strip/Wax Tile Floors, Six (6) Coats X
Spot Dust All Furniture, Shelves, Cases, Ledges X
Complete Dusting All Area X
Spot Clean Furniture X
Shampoo Upholstered Furniture X
Spot Clean / Sanitize Sinks in Labs X
Wipe Down Classroom Chairs X
Spot Clean Soiled Desks and Table Tops X
Compete Clean Tables, Counters, Etc. X
Dust Window Blinds X
Spot Clean Glass X
Spot Clean Walls, Doors, Etc. X

Clean Chalkboards / Dry Marker Boards and Trays X
Reset Furniture, Windows & Doors Secured and X
Lights Turned Off X

6. PRODUCTION & WORK AREAS:

Empty Wastebaskets X
Damp Wipe All Wastebaskets & Replace 
Plastic  Liners As Needed

X

Deposit recyclable materials into appropriate bins X
Sweep Floor X
Damp Mop Floor X
Strip/Wax Tile Floors, Six (6) Coats X
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Vacuum Carpets X
Spot Clean / Water Extraction Carpets to 
Remove  Stains

X

Spot Clean Furniture X
Spot Dust All Horizontal Surfaces X
Complete Dusting All Areas X
Spot Clean Walls, Doors & Door Facings X
Complete Clean & Reseal Floors X
Dust Window Blinds X

7. GENERAL:
Dust Ledges & Window Sills X
Perform Low Dusting X
Dust Ledges & Picture Moldings X
Dust Picture Frames & Window Blinds X
Clean & Polish All Hardware X
Damp Clean All Vents (HVAC) X
Spot Clean All Interior Glass Panels Located in 
Halls,  Classroom Doors & Entrances

X

Remove Debris & Trash X
8. ELEVATORS, ESCALATORS, & CHAIR LIFT:

Damp Wipe All Wastebaskets & Replace 
Plastic  Liners as Needed

X

Spot Clean Walls, Doors, Door Facings X
Dust doors and spot clean walls X
Polish All Bright Work X
Dust Mop Non-Carpeted Floors X
Damp Mop Non-Carpeted Floors X
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Strip and Re-wax Tile Floors, Six (6) Coats X
Vacuum All Carpeted Floors X
Spot Clean Carpet To Remove Spills & Stains X
Wipe Interior Surfaces With Detergent Solution X
Clean Elevator Door Track X
Clean Ceiling Vents X

9. STAIRWELLS & LANDINGS:
Dust Mop & Sweep X
Wet Mop X
Dust Ledges & Shelves X
Dust Fire Extinguisher Cabinets X
Spot Clean Walls X
Wash Handrails X

10. Exterior Windows
Clean Exterior Windows (All Levels) X
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