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Quest 2016 – Operations 1
Cleaning and Housekeeping 

Self Preparation Form
Issue 5 – August 2016
Outcomes

· The level of cleanliness is visibly acceptable, taking due account of customer expectations.

· There are high standards of hygiene in critical areas.

· Standards are in place to prevent injury and inconvenience, increasing customer compliments.

· The facility is presented in a fit, clean and tidy state, reflecting general pride by the organisation, staff and customers. 

	Challenge:

	Example of Best Practice:
	What do we currently do:
	What action can we take:


 Operations 1 – Cleaning and Housekeeping
 Self Preparation Form
	Challenge:

	Heading:
	What do we currently do:
	What action could we take:



	MV QUESTIONS
	
	
	

	Standards of Cleanliness
	· Reception area clean and tidy

· Toilets facilities clean, tidy and smell fresh

· Changing areas clean

· Activity area clean and tidy
· Circulation areas clean and tidy
	
	

	Presentation
	· Notice boards well managed
· Well-presented facility
	
	

	Monitoring
	· Is there a visible commitment to maintaining cleanliness
	
	

	Housekeeping
	· Housekeeping

· Slips, trips and falls

· Safe access & egress

· Storage

· Safety signage 
· Access around circulation and activity areas safe
	
	

	Fire Safety
	· Firefighting equipment

· Fire safety signage
· Fire escape routes
	
	

	PLAN
	
	
	

	How does the facility plan to ensure a clean and well-presented facility?
	· Standards

· Procedure and policy systems

· Business plan objectives

· Schedules and programmes

· Responsibilities defined

· Cleaning champion

· Best practice
· Cleaning contractor specification
	
	

	DO
	
	
	

	How are staff kept informed of the standards and procedures to keep the facility clean and tidy? (Challenge for the operational staff)
	· Standards/procedures

· Cleaning schedules

· Good cleaning and housekeeping practices

· Monitoring of contract cleaners
· Proactive culture
	
	

	How are staff trained to deliver cleaning and housekeeping tasks safely? (Challenge for the operational staff)
	· Control of Substances Hazardous Health (COSHH)

· Cleaning equipment

· Electrical cleaning equipment
· Procedure and policy systems

· Support from chemical suppliers and training organisations
	
	

	What resources are allocated to deliver the cleaning and housekeeping standards? (Challenge for the operational staff)
	· Sufficient resources 

· PPE

· Chemical dispensing instruction/guidance displayed in cleaning stores
· Colour coded equipment
· Cleaning machines
· Storage 
· High and deep cleaning tasks
· Allocation of duties and staff rotas

· Cleaning omissions
· Back-up system
	
	

	MEASURE 
	
	
	

	How do you measure?
	· Customer feedback

· Customer satisfaction surveys

· Mystery visits and audits

· Customer forums
· Management spot checks
· Cleaning check sheet completion 
· Management counter signing 
· Cleaning contractor monitoring process
	
	

	REVIEW
	
	
	

	How do you review what you measure?
	· Review trends 

· Staff review/meetings

· Cleaning schedules

· Benchmarking 

· Procedure and policy systems 
· Mystery visits and audits
	
	

	IMPACT
	
	
	

	Has what you have done made a difference?
	· Customer compliments

· Customer satisfaction

· Listening to customers

· Customer testimonials

· Resources

· Environmental impact

· Increase in staff satisfaction

· Review process
· Cleaning contractors
	
	


August 2016 Issue 5                                                                               Quest 2016 Operations 1 – Cleaning and Housekeeping




                         Page 1 of 5
August 2016 Issue 5                                                                               Quest 2016 Operations 1 – Cleaning and Housekeeping




                         Page 2 of 5

