CIMS & CIMS-GB Assessor’s Interview Questions For Key Customers Of 
All of these questions relate to customer communication; quality plans, emergency plans, complaints, inspections, feedback.  Questions highlighted in green are for CIMS-GB Certifications only.
I will randomly select four customers to interview from a list of twenty customers that you provide.  Please inform the customers of the questions, (I will only discuss these areas with them), and schedule the interviews.  

	Questions
	Yes
	No

	Have you received a copy of the custodial quality plan defining roles and responsibilities of operational staff? (1.2.2.1)
	
	

	To your knowledge has the custodial section conducted a customer survey regarding the quality of services they provide? (1.2.3.4.1, 6.3.1)
	
	

	Have you ever been asked to participate in management-level cleaning inspections? (1.2.3.4.2, 6.3.1)
	
	

	Do you have a formal process for registering a complaint regarding cleaning services? (1.2.3.4.3, 6.3.1)
	
	

	Do you ever perform a self-evaluation of the site? (1.2.3.4.4, 6.3.1)
	
	

	If you have registered a complaint regarding cleaning services did the cleaning staff follow up and respond to you? (1.2.3.4.3, 1.2.3.5.1, 1.2.3.5.2, 1.2.3.5.3, 6.3.1)
	
	

	How frequently do you communicate with a supervisor or higher in the custodial operation? (1.2.3.4.1, 1.2.3.5.2, 1.2.3.5.3, 6.3.1)
	
	

	Are you aware of contingency plans for service interruptions, plans to handle customer special requests, emergency response plans and disaster planning? (2.1.6, 2.1.7, 2.1.8, 2.1.9)
	
	

	Is there a process in place to handle invoicing/charge-back when appropriate? (2.1.10)
	
	

	Is the custodial staff meeting your environmental and safety requirements? (4.2.2)
	
	

	Are the components of your recycling program being met or exceeded by the custodial staff? (6.9)
	
	


CIMS & CIMS-GB Assessor’s Interview Questions For Staff Members Of Eurest Services
I will randomly select from your employee roster up to ten employees to interview.  Please inform the employees and schedule the interviews.  Questions highlighted in green are for CIMS-GB Certifications only.
Employee Name:

	Questions
	Yes
	No

	Have you received a copy of the custodial quality plan defining roles and responsibilities of operational staff? (1.2.2.2.)
	
	

	Do you have a copy of specific tasks & frequencies for your specified area of responsibility? (2.1.4, 2.1.5)
	
	

	If you are short of staff do you know what to do?     Please Explain (2.1.6.1)
	
	

	Where would you go in the event of an evacuation alarm?  Where would you go in the event of a take shelter alarm?  Please explain each. (2.1.9)
	
	

	Have you received a site-specific orientation plan? (3.3.1)
	
	

	Have you received training on the operation of all equipment that you are required to use?(2.2.4, 3.6.1)
	
	

	Have you received training on all policies & procedures, and do you understand them? (3.1, 3.3.1, 3.6.2, 3.9, 5.1)
	
	

	Have you received training in all of the cleaning procedures you are required to use? (3.6.1)
	
	

	Have you received customer service training? (3.6.2)
	
	

	Have you received any training for personal development or non-job related education? (3.6.3)
	
	

	Has the training been done in a language and format that you easily understood? (3.7)
	
	

	Do you have or are you aware of a written security plan for the areas in which you are assigned? (3.8)
	
	

	Have you seen or are you aware of a written hazard communication plan? (4.1.1.1)
	
	

	Can you readily find the Material Safety Data Sheet (MSDS) for all of the chemicals that you use? (4.1.1.2)
	
	

	Have you been trained in the safe use of all of the chemicals that you use and their hazards? (4.1.1.4)
	
	

	Do you know the type of information included on an MSDS, and what to do if the chemical is ingested, makes contact with the skin or eyes? (4.1.1.2)
	
	

	Can you tell me about your health & safety training experience? (4.1)
	
	

	Will you please explain your spill containment procedures? (4.1.2.1)
	
	

	Are you trained annually on the hazards of cleaning blood and/or other potentially infectious material, and proper use of PPE (4.1.4, 4.1.4.2)
	
	

	Have you been offered the Hepatitis B vaccination? (4.1.4.4)
	
	

	What should you do when you find a needle? (4.1.4.5)
	
	

	Do you have knowledge of your environmental policy? Please explain (4.2.1)
	
	

	Have you received training in safe work practices? (4.2.3.3)
	
	

	Have you been trained in your company’s  Green Cleaning Policy?  (6.1.1)
	
	

	Have you received Green Cleaning Training? (6.2.2.4)
	
	

	What are your responsibilities for recycling? (6.9)
	
	

	
	
	


CIMS & CIMS-GB Assessor’s Interview Questions For Administrators Of Eurest Services
One person may not have the responsibilities or able to answer all of these questions.  Please identify who is best able to answer each question and schedule the interview.  The Assessor may require documentation to any answers to any questions.  Questions highlighted in green are for CIMS-GB Certifications only.
	Questions
	Answer

	Continuous Improvement Plan – follow up on implementation (1.2.3.6, 1.2.3.6.1, 1.2.3.6.2, 1.2.3.6.3)
	

	How did you select your current bidding/costing process and how is it used? (2.1.2)
	

	How do you address budgetary concerns? (2.1.3)
	

	How do you determine staffing levels? (2.1.3.4)
	

	Do you have written work plans? (2.1.4)
	

	Do you have written work instructions? (2.1.5)
	

	How do you accommodate special requests? (2.1.7)
	

	Have you provided your customers a copy of your emergency response plan? (2.1.8)
	

	Other than developing a plan, what steps have you taken to prepare your organization for a disaster? (2.1.9)
	

	Please explain your process for financial control from requisition to accounts payable (2.2.6)
	

	Please explain your recruitment strategy (3.2.1)
	

	What methods do you use to retain your best employees? (3.2.3)
	

	What methods do you use to stay current in the cleaning industry, management and leadership? (3.4, 3.5.1, 3.5.2, 3.6.1, 3.6.2, 3.6.3)
	

	Have you received technical training? (3.5.1)
	

	Have you received leadership training?  Tell me something about the program (3.5.2)
	

	Have you received customer service training? (3.6.2)
	

	Has the training that you have been provided been done in a language and format that you easily understood? (3.7)
	

	Discuss whether  potentially infectious material spills are reasonably foreseeable (4.1.4)
	

	Who is assigned to inspect the workplace for defective equipment or unsafe working conditions? (4.1.5)
	

	Have you had any OSHA or state safety & health violations in the past three years? (4.1, 5.5.1)
	

	What improvement have you made recently to demonstrate your commitment to improving the environment? (4.2.1.3)
	

	What steps are you taking to reduce the amount of waste that is generated and to minimize the possibility that a spill or release may occur? (4.1.2.1, 4.2.1)
	

	How often is your environmental policy reviewed and updated? (4.2.1.5)
	

	How do you make your environmental policy available to the public? (4.2.1.8)
	

	How do you comply with the customer environmental and safety requirements? (4.2.2)
	

	Have you received training in safe work practices? (4.2.3.2)
	

	How often do you review and update your safety & health programs? (4.2.3.4)
	

	What steps have you taken in response to injuries and illnesses that have occurred in order to prevent their reoccurrence? (4.2.3.5)
	

	Please provide your Mission, Vision and Values Statements (5.1)
	

	Please provide your Strategic Plan, Business Continuity/Succession Plan and your training plan (5.2.1, 5.2.2, 5.2.3)
	

	Please provide up to date job descriptions for all positions in the organization (5.3.2)
	

	Describe your communication plan within your organization and with your customers (5.4.1, 5.4.2)
	

	Provide a statement on company letterhead signed by an office of the company affirming it is compliant with all applicable local, state, provincial and Federal safety laws and regulations (5.5.1)
	

	Provide proof of insurance and proper licensing (5.5.2, 5.5.3)
	

	Please describe your green cleaning policy (6.1.1)
	

	Please describe your green cleaning training program (6.2.2.4)
	

	How do you evaluate the effectiveness of your green/high performance cleaning program? (6.3.1)
	

	What are your procedures for purchase of cleaning products and materials?  (6.4)
	

	What are your procedures for purchase of cleaning equipment? (6.5)
	

	Describe your responsibilities to the matting program (6.6)
	

	Describe your responsibilities to the Integrated Pest Management program (6.7)
	

	Describe your responsibilities to the Building Exterior and Hardscape Management Plan (6.8)
	

	Describe your solid waste management (recycling) program (6.9)
	

	Describe your Resource Conservation program (6.10)
	


Please provide a list of your supervisory/management employees that have received management and leadership training.  I will randomly select two of these folks to talk to about the process.

On Site Observations

I will want to see and observe the following items;

· Primary storage area and randomly selected “J” closets to ensure safety items are in place, all chemicals are properly labeled and stored (4.1.1, 4.1.2, 4.1.3, 6.2.2.3, 6.2.3)
· Randomly observe several tasks being performed to ensure they are being performed in accordance with standard written instructions and consistent with your environmental policy (1.1.1, 1.1.3, 2.1.4, 2.1.5, 3.6.a, 6.1.1, 6.2.2.4)
· Work sites and “J” closets to verify that the equipment and products being used are the same as those listed on the standard inventory sheets and have gone through the correct purchasing procedures(2.2.2)
· The use and measurement of chemicals (4.1.1.4, 4.1.1.6)
· PPE to see that it is not in disrepair and that it is being used properly (4.1.3)
· Observe trash removal program and collection points for all trash including dumpsters, compactors, open tops and recycling containers (4.1.2.2, 6.9, 6.10)

