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CIMS & CIMS-GB Assessor Procedures
BACKGROUND
Cleaning organizations seeking certification under ISSA Cleaning Industry Management Standard (CIMS) with possible inclusion of Cleaning Industry Management Standard for Green Buildings and Services (CIMS-GB) are required to undergo an independent assessment by a Certified CIMS & CIMS-GB Assessor assigned by the Registrar for CIMS & CIMS-GB.
The overall performance must be documented for every item in the Checklist updated by the Registrar and provided to Certified Assessors.  Because cleaning organizations seeking Certification under CIMS may elect to include CIMS-GB, the procedures outlined in this document are separated to differentiate what applies to CIMS Certification and what additional procedures apply for CIMS-GB Certification.
PURPOSE
This outlines a controlled process designed to collect and analyze data through advance paperwork, observations during site visits and face-to-face interviews with various stakeholders in the Certification Process to reach a determination as to whether the cleaning organization meets the minimum criteria for CIMS & CIMS-GB Certification.
PROCEDURES
Step One:
The Registrar notifies the selected Assessor in writing providing the name and address of the company seeking Certification with contact name, phone and email information the company provided.  The notification describes the scope of the assessment, the number of days allowed for the assessment and if the assessment is for CIMS only or includes CIMS-GB.
Step Two:
The Assessor makes the initial contact in writing, usually by email, to provide and request information.  This is a sample letter (If the certification is only for CIMS, the CIMS-GB portions would not apply):

I hope this email finds you and yours doing well.

I have been notified that you have accepted my name as your assessor for Certification of CIMS to include CIMS-GB.

The assessment is for a total of 4 days; 2 days for CIMS, 1 day for CIMS-GB and 1 day for pre- and post-paperwork.

I have attached several files including:

1. A confidentiality agreement – you will need to print this off, sign and date it, re-scan the document and return it to me via email.

2. The CIMS & CIMS-GB Checklist – you will need to complete both forms and return to me.  You are required to be compliant with all items in the “Shall” column in the CIMS sections 1 through 5 and with all items in the “Shall” column in the CIMS-GB section unless that line item does not apply to you.

3. The Assessor list of questions is designed to help you prepare your organization for the assessment.

You can help make the assessment more productive and efficient by electronically, if possible, forwarding the following documents to me at your earliest convenience and in advance of the on-site assessment.  Hard copies should only be sent as a last resort to prevent the waste of paper.  For CIMS, the documents are:

1. A list of 20 clients you currently service, include client contact name (I will select 4 of them for site visits)

2. A list of all employees and their work schedules for the 20 clients (I will select 3 or 4 from each location to observe and interview)
3. Quality plan

4. Examples of one or more of the following:

· Customers surveys

· Inspection forms

· Complaint logs 

5. Example of how you workload a building.

6. Human resource policy materials such as:

· Your procedure for selecting qualified employees

· Written curriculum for the technical training of cleaning personnel

7. Safety manual (if one exists)

8. Organizational chart

9. Checklist:  A completed copy of the checklist that you should have already received from ISSA. Additional copies are available at www.issa.com/standard.  In addition, I have attached one specifically for your site.

For CIMS-GB the documents are:

1. A list of 5 clients where you are providing green cleaning, include the client contact name (I will select 2 for site visits)

2. A list of all employees and their work schedules for the 5 clients (I will select 3 or 4 from each location to observe and interview)

3. Your Green Cleaning Policy – 6.1.1

4. Your list of locations where CIMS-GB applies – 6.1.2

5. Your Floor Care Log – 6.2.4

6. Your Carpet Care Log – 6.2.5

7. A list of cleaning products and materials found in section 6.4 including documentation of compliance

8. A list of cleaning equipment found in section 6.5 including documentation of compliance

9. Indicate if you provide matting per section 6.6

10. Indicate if you provide pest management per section 6.7 – if so, provide your plan

11. Indicate if you provide building exterior and hardscape management per section 6.8 – if so, provide your plan

12. If you have a written plan for resource conservation per section 6.10, please provide that plan

As part of my engagement, I will likely be exposed to confidential information.  Rest assured that I pledge to hold all such information in the strictest confidence.  An executed confidentiality agreement is attached.  

I am looking forward to working with you and your management team.  I will call you with within the next few days to answer questions and confirm the details of your assessment.

Step Three:
Within 1 to 3 business days of sending the above written notification, the Assessor will place a call to the phone number provided by the Registrar to verify the contact person had received the email.  If not, verify the email address and arrange to have the information re-submitted.  If it was received, attempt to get a commitment for when the requested documents will be sent and the timeline for when the company expects to be ready for on-site visits and certification.  If that is not possible, set up a date for follow-up.  (This step of the procedure can take anywhere from a few weeks to a year or more, depending on where the organization is in the paperwork, training and implementation portion of the process.  Copy Dan Wagner on any attempts to confirm a date so he is aware of the status of each company.)
Step Four:
Once the advance paperwork is received, compare all documents against the appropriate checklist items.  Use this information to begin the Assessor Checklist to easily identify gaps in compliance to all items.  For non-compliant paperwork, create a list that clearly describes the reason for non-compliance and forward this to the company to allow them to make the necessary corrections.  Do the same for gaps in paperwork.  This could take several emails back and forth to get to the point where the Assessor is comfortable that the company is ready for the on-site visits, usually when advance paperwork line items all show as compliant.  (Being thorough at this step greatly decreases the likelihood of having non-compliance issues during the site visits which could delay the Assessor’s ability to recommend the company for Certification.  The non-compliance issues are usually limited to failures to train, implement and/or enforce the procedures.)
Step Five:
Working with the cleaning organization, set firm dates for the actual assessment.  Copy Dan Wagner on the confirmation email.
Step Six (CIMS Only):
One week prior to the actual assessment date, the Assessor will notify the cleaning organization of the following:

· The four customers the Assessor will be visiting and request appointments be set up for each customer contact

· The four employees for each site the Assessor will observe and interview

· Require all training records for these employees be available

Step Six (CIMS-GB Only):

One week prior to the actual assessment date, the Assessor will notify the cleaning organization of the following:

· The two customers the Assessor will be visiting and request appointments be set up for each customer contact

· The four employees for each site the Assessor will observe and interview

· Require all training records for these employees be available

Step Seven (CIMS & CIMS-GB):

Review the overall assessment process and the Assessment List of Questions with the Administrative Staff.  

Step Eight (CIMS & CIMS-GB):
Begin on-site assessments.  Review the overall assessment process and the Assessment List of Questions with the Customer Contact.  (This will actually be done based on appointment times and may not be the first interview on-site.)
Step Nine (CIMS & CIMS-GB):
Begin on-site assessments.  Review the overall assessment process and the Assessment List of Questions with site managers and/or supervisors first, preferably wherever site specific documents are kept in the building.  (The order is based on when the appointment with the customer contact is scheduled.)
Step Ten (CIMS & CIMS-GB):
Begin tour of facility to observe employees working, storage areas, janitor closets, work sites, chemical dispensing stations, trash collection points and PPE.  After observation of employees working, conduct a brief interview regarding their training and safety knowledge.  The specific procedures for each observation are as follows:
Primary storage areas:
Assessor will look for cleanliness and organization of the storage areas.  Labels or placards that identify where everything belongs and a picture that reminds employees of the company’s organizational plan for the storage area demonstrate the highest level of compliance.  
Equipment should be clean and orderly.  Equipment accessories should be stored off the floor.  The Assessor will check that the equipment in use matches the list provided.  If CIMS-GB Certification is being sought, the Assessor will insure equipment meets environmental compliance as outlined in the Standard.
Materials should be stored in cabinets or on shelves and above or away from chemicals.  If CIMS-GB Certification is being sought, the Assessor will check that materials meet environmental compliance as outlined in the Standard.
Paper and plastic products should be stored off the floor in cabinets, on pallets or on shelves and above or away from chemicals.  If CIMS-GB Certification is being sought, the Assessor will insure paper and plastic products meet environmental compliance as outlined in the Standard.
PPE should be stored in cabinets or on shelves and above or away from chemicals.  The Assessor will check that equipment is clean and in good repair.
Chemicals should be stored in cabinets or on shelves.  Chemicals should be at or below eye level with all caps securely tightened and labels facing outward for easy identification.  The storage should include some form of spill containment for all chemicals, wherever their location.  This could be the use of absorbent matting, drip trays and/or containment devices to prevent leaks from migrating into unwanted areas.  Chemicals should be arranged in such a way as to avoid problems with reactivity as verified with MSDS.  Chemicals requiring special handling or storage should follow MSDS instructions including but not limited to the use of flammable cabinets and/or storage containers.  The Assessor will check to see that the chemicals on site match the advance chemical list.  If CIMS-GB Certification is being sought, the Assessor will insure chemicals meet environmental compliance to the standard.
Wherever chemicals are stored, the Assessor will check for an MSDS book.  The MSDS book is required to have a list of chemicals the cleaning organization uses at the site and an MSDS for every chemical.  The MSDS will be in the same order as the list of chemicals.  There should also be a cover sheet that identifies the person responsible for maintaining the MSDS book with 24/7 contact information.  If the site has employees who do not speak, read or write English, the MSDS book will include MSDS documents in every language of employees working for the cleaning organization.  The Assessor will insure every chemical on-site has an MSDS document on file and that the MSDS book does not contain a chemical that is not on-site.
Chemical dispensing equipment will be checked by the Assessor for proper operation and that chemicals match the chemical list.  There should be written in all languages used by the employees and/or pictorial instructions on the proper use of the dispensing stations.  The Assessor will insure there is some form of backflow preventer in place.  If CIMS-GB Certification is being sought, the Assessor will insure chemicals meet environmental compliance to the standard.
Janitor sinks should be checked by the Assessor for any hoses attached to the spigot.  If these are either attached or obviously available for use, the Assessor should check for some form of backflow preventer.  The cleanliness of the sink should also be noted.

If sprinklers are in storage areas, storage must be at least 18 inches away from sprinkler heads.  Storage areas should also have good ventilation and the ability to secure the area.  Storage must be at least 3 feet away from electrical panels.  The Assessor should check all of these conditions.
Verify 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.  Check on-site paperwork for requisitions and receivers.
If CIMS-GB is being sought, the Assessor will verify there is a process in place that prevents equipment and products used in restrooms are not used anywhere else in the building.
Janitor Closets:
All procedures for Primary Storage areas apply for whatever may be stored in the janitor closets.

Randomly Observe Employees Performing Several Tasks:
The Assessor will observe the employee working and note the following:

· Insure tasks are being performed in accordance with standard written instructions and consistent with the cleaning organization’s environmental policy.

· Insure PPE is in good repair and is being used properly.

· Insure all secondary chemicals are properly labeled.

· Verify equipment and products being used are the same as those listed on the standard inventory sheets.
· If CIMS-GB Certification is being sought, all procedures, equipment, materials and chemicals being used should comply with the standard including use of spray bottles set on coarse spray and applying chemical in a microfiber cloth.

Following the observations of work habits, interview the employees for their safety knowledge and training.  The Assessor will ask any or all of the following questions:
· Do you feel the company does a good job in the area of safety training?

· What safety training have you had?

· If you have been trained in the cleaning up of blood, were you offered the Hepatitis B Vaccine?

· What should you do if you find blood or sharps while cleaning?

· What should you do if there is an alarm to evacuate the building?

· What should you do if there is an alarm to take shelter in the building?

· What PPE does your job require you to use?

Check Recycling Program:
The Assessor should verify the recycling program is carried out as described in the written procedures for the site.  Recycling containers should be properly labeled and employees should adhere to the procedures.  The Assessor should see where the trash is taken and confirm there are separate containers for landfill trash and recyclable material.  If CIMS-GB Certification is being sought, there should be records to track the recyclable content and the methods used to audit the materials taken to the landfill to determine the overall compliance to the recycling program.
Step Eleven:
Once all site visits, observations and interviews are completed, the Assessor will have a wrap-up meeting with the cleaning organization to verbally review the findings.  If any non-compliance issues are noted, these should be shared at this time.  Those that will prevent recommendation for certification will be identified and the Assessor will explain what steps must be taken to come into compliance including the time requirements.
Step Twelve:
The Assessor will complete all paperwork as soon as practical after the site visits.  If the cleaning organization was found not to be in compliance, the Assessor will allow whatever time was recommended for the organization to come into compliance.  If all documents are received on time and the Assessor is satisfied the cleaning organization meets the criteria for recommendation for certification, the Registrar will be notified in writing.

If the cleaning organization does not meet the criteria for certification, the Assessor will notify the Registrar in writing with a complete explanation of the non-compliance.  The Registrar will advise on how to proceed and if an additional site visit is required or the assessment is completed.
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