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Chapter Twelve
Cleaning & Maintenance
Your Franchise Operations Manual
CLEANLINESS is a vital part of your Half-Priced Granite operation and is one of the top five attributes considered by customers. It must be an integral part of the training of each new employee — both in how to clean and why you must clean. If you set high standards from the beginning, you will find each of your employees automatically maintaining those standards.

Customers are impressed not only by how clean a Half-Priced Granite appears, but also how it smells. The use of certain cleaning products can create harsh odors which detract from the image of our locations.  These odors may even  be offensive to customers. The Company requires unscented cleaning products to be used in all Half-Priced Granite locations.
DEFINING CLEANING

Proper cleaning procedures eliminate dirt and bacteria and present a professional, wholesome image to your customers.  They will like being in your store and enjoy their visits much more than if your franchise premises are unclean and therefore, unprofessional.

If you hire someone to clean your store, be very specific about what you want cleaned.  It is much more than just cleaning the floors and emptying waste baskets.  Make sure that whoever is hired or assigned, understands each specific area to clean and how to clean it.  Even if you do hire someone, your areas and the areas of your employees will need to be kept clean and organized.  You are a professional business, after all, and your image and the image of your franchise must reflect it.  

Make sure you have quality cleaning supplies and quality cleaning tools sufficient to do a thorough job.

YOUR HALF-PRICED GRANITE LOCATION

Floors

All floors must be cleaned nightly and regularly during business hours.  Carpets must be thoroughly vacuumed and cleaned at least every 3 months.  Tile and other hard surface floors must be mopped and cleaned using quality cleaning products.  Restrooms floors must be washed, rinsed and sanitized.

Scheduled Maintenance for Tile Floors 

In addition to daily mopping, scrub your tiles at least twice a year to remove any film that may have built up.  Saturate the floor with a solution of supplier recommended cleaner and warm water. Allow the solution to remain on the surface for five to ten minutes.  Scrub with a nylon pad, bristle brush or deck brush.  Rinse thoroughly with clean, clear water.  Remove the rinse water with a wet vacuum, dry mop, or towels.  If you do not remove the dirty detergent, a coating will form that is very difficult to remove.

Windows and Other Glass Surfaces

All windows and other glass surfaces must be cleaned often.  This includes windows in offices and doors.  We recommend that you purchase a commercial glass cleaner.  You can purchase these supplies from anyone that sells commercial cleaning supplies.

Bathroom Fixtures

Clean restrooms are a reflection of your image, and since your Customers will be using your restrooms it is imperative that you keep them clean.  This includes the floors, mirrors, sinks, toilets, towel dispensers and soap dispensers.  Use cleaning products for each that are recommended by your supplier.  You will need to have someone check the restrooms often and make sure that sinks are clean and no debris or paper towels or toilet paper are on the floor.

Store Area/Common Area

Your customers will be in all these areas and make sure that they are inviting and comfortable.  Much of this is common sense, but you will still need to remind the employee(s) in charge that attention needs to be paid to these areas several times during the day.  Train them to look each time they come into the area, and then clean what needs to be done immediately rather than coming back later.  The customer counter should be clean and clutter free, including behind the counter.  The pictures should be straight.  Any employee magazines, books, or personal possessions should be put away and out of sight and not just thrown on the counter.  Dusting regularly is important as well as washing and rinsing with the appropriate cleaning supplies.  

Window displays should be free from dust and organized neatly at all times as well as properly presented.  The store area and customer area as well as display racks and walls need to be clutter free.   Make sure the floors are vacuumed and/or cleaned daily.  Besides the image you want your Customers to see and feel, you and your employees will be much more productive in a clean and properly organized environment. 

Make sure you have garbage cans with liners in each room at your location.  Use the liners and replace with a new one each time you empty the can.  It is helpful to place a new one at the bottom of the can, and then put the liner in the can over the top of the new one on the bottom.

Storage Room/Office

The office and storage area need to be clutter free and kept clean at all times.  Use file drawers rather than stacking papers on your desk or work area.  Make sure you have garbage cans with liners in each room at your location.  Use the liners and replace with a new one each time you empty the can.  It is helpful to place a new one at the bottom of the can, and then put the liner in the can over the top of the new one on the bottom.

Each item in your storage area/office needs attention on a regular basis.  Use the same type of storage containers for your storage, or have all your office supplies in a cabinet or neatly organized on a shelf.  Your copy and fax machine are is in this room, so make sure it is clean and that you have a large enough garbage can for used paper and other trash.

Walls and Ceiling and Light Fixtures and Lamps

Walls need to be wiped down at least monthly and dusted in the corners and around the base board.  Move furniture and other items in order to clean properly.  Depending on the type of ceiling you have, make sure it is cleaned according to supplier instructions.  Light fixtures and lamps accumulate dust quickly and need to be cleaned often.

CLEANING PRODUCTS

When you purchase your cleaning supplies from a commercial cleaning supplies outlet, tell them all the surfaces that need cleaning in your Half-Priced Granite store, and buy the products they recommend, and use them as properly instructed.  Ask the outlet employee if there are additional or other instructions for use of the cleaning agent, OTHER than what is written on the label.  Tell them you want unscented cleaning products for your Half-Priced Granite location.

You are required to use unscented leaning products in your Half-Priced Granite. We recommend you use products manufactured by a commercial grade manufacturer.

Chemical Cautions

When working with any type of chemical, use the product correctly and follow all safety precautions.
Material Safety Data Sheets

The U.S. Federal Occupational Safety and Health Administration (OSHA) requires every establishment using commercial cleaning products to have a Material Safety Data Sheet (MSDS) describing these products on file at the establishment's location. The MSDS contains critical product and safety information, including:
· Identity of product
· Manufacturer
· Emergency telephone number
· Hazardous ingredients
· Physical and chemical characteristics
· Fire and explosion data
· Health hazard data
· Precautions for safe handling
· Control measures, (gloves, clothing)

As a result of this requirement, if any type of emergency should occur, you and your employees will be able to provide highly specific information to your local emergency services or poison control center.

Your MSDS information should be included when you receive your cleaning products from your distributor. If it is not included, request the information from the product manufacturer. Keep MSDS information in the Half-Priced Granite and inform all employees of where the sheets can be found. Select a central, convenient location, such as a file cabinet near the manager's desk. Remember, emergencies do not "make appointments" and when a critical situation arises, there is no time to search for these sheets.

Label Sub-Containers

Always properly label all cleaning products in their original containers. If you need to use sub-containers (e.g., spray bottles), they must be professionally labeled with the appropriate information (e.g., brand name of product, type of product, the formula if contents are in a dilution, safety cautions, proper emergency procedures, etc.). Proper labeling helps to prevent the wrong products being used for improper applications. We strongly recommend this information is silk-screen printed on the sub-container. Placing stickers on these containers at the Half-Priced Granite level is not acceptable.

We also recommend that you use a color-coded label system for all your cleaning containers. To do this, assign a different color to each type of cleaner and sanitizer. On a wall chart, list the equipment in your Half-Priced Granite along with the corresponding color of the product used to clean and sanitize each piece of equipment. This system will assist employees when cleaning the store and will help ensure the proper chemicals are used. Using the wrong chemicals to clean your equipment can cause irreversible damage.
Other Cautions

· Train your employees on the proper use of chemicals.
· Never mix chemicals.
· To prevent cross-contamination, use separate cleaning tools for different tasks. For example, a cloth used for cleaning bathrooms or spills on the floor should not be used on the counter or any other contact surfaces. Also, keep tools used for cleaning separate from tools used for sanitizing.
· Half-Priced Granite cleaning chemicals in a central location, away from other items.
· Contact your local health department for local regulations.
YOUR HALF-PRICED GRANITE TRAILER

Caring for your trailer is the best way to extend its life and protect your investment. Road chemicals, salts, and other debris can harm and corrode the trailer. You should clean the trailer both inside and out to protect the finish. By cleaning and waxing your cargo trailer frequently, you will prevent staining, discoloration and damage.  Frequent cleaning is a Company requirement, not only because it represents the Half-Priced Granite name, mark and Standard, but  it also makes the cleaning process an easier and less time-consuming task.  

HALF-PRICED GRANITE INTERIOR

The cost of your equipment is a major investment.  It is only logical that attention be given to the care of this equipment to protect that investment.  Proper cleaning and a regular preventive maintenance program helps to ensure proper functioning, extend the life of the equipment, and helps to reduce replacement costs.
Preventive maintenance includes periodic inspection of your equipment as well as the decor components of your operation. An efficient program will usually detect a minor problem that, if left unattended, could lead to major equipment breakdowns or costly construction repairs.

Add any warranties or instructional booklets you receive with new equipment to this section of your Operations Manual.

Air Conditioning Unit 

For proper cleaning instructions, check with your landlord or air conditioner manufacturer.

Cash Register (Optional)

Remove the interior drawer, if possible, once a week to clean. Clean the exterior casing of the register daily with a soft cloth that has been dipped in a solution of warm water cleaning agent and thoroughly wrung out. Excess water from a very wet cloth can damage keys and the sensitive mechanisms contained within. 

Never spray liquid cleaner directly on or near the cash register.

Printer Area

The printer area of the cash register is very sensitive. Follow the manufacturer's instructions carefully.

Batteries

Change any batteries two years into the life of your cash register and at least three months before the expiration date.

Electrical Requirements

Plug the cash register into an isolated ground circuit and surge protector for maximum efficiency. This will also protect it from common everyday power problems. DO NOT plug refrigeration equipment, microwave ovens, etc., into the same outlet as the cash register. If your Half-Priced Granite has more than just an occasional power problem, invest in a power conditioner. A power conditioner is an enhanced surge protector designed to handle strong lightening strikes or power surges.

Hanging Lights

Wipe down your hanging glass lights daily with a damp cloth. Thoroughly clean your hanging lights monthly following the cleaning procedures as provided by the manufacturer.

Light Bulbs

Using the correct type of bulb is very important to your hanging light fixtures and the safety of your Half-Priced Granite. Use UL listed bulbs because non-UL listed bulbs burn hotter than comparable or higher wattage UL listed bulbs. Non-UL listed bulbs can crack the glass hanging lights and melt the socket assemblies.

Use white, medium-base bulbs that are 3" - 5" decorative globes. We recommend 40 - 75 watt bulbs. Do not use bulbs that exceed 150 watts.

Replace any burned out bulbs immediately. On a weekly basis, clean your light bulbs. Turn the power off, unscrew the light bulb, and wipe with a dry cloth. This will remove any dust build-up. Do not use a damp or wet cloth. A dirty light bulb can produce up to 50% less light, yet it will consume the usual amount of energy.

Trash Receptacles

Each day, remove the plastic container from the receptacle and discard the trash. Thoroughly wipe clean using a solution of cleaner and warm water.

Clean and sanitize containers once a week or more frequently if necessary. To do this, remove the bin from the receptacle and clean with a solution of cleaner and warm water. Always line with a plastic bag and change bags as needed.

OTHER PREVENTIVE MAINTENANCE

Note: These are general cleaning instructions. Unless you have strong skills in the detailed areas below, hire a professional contractor and/or contact the manufacturer(s) directly. These are areas your landlord should be responsible for.  Make sure he/she follows the right procedures.

Hot Water Heater

Sediment and faulty relief valves are the two most common causes of a water heater break-down. Sediment builds up as a result of impurities, usually rust or alkaline minerals, entering the water heater tank through the main water supply line. Sediment can block the distribution of heat, thereby wasting energy. The extent of sediment build-up is determined by the condition ("hardness") of the water in your area. In areas where water conditions are extremely poor, a water softening system may be necessary.

The problem of sediment build-up can be easily solved through simple and periodic maintenance. Once a month, drain 2-3 gallons of water from your water heater. To do this, place a buck-et under the drain valve and open the valve. Once drained, close the valve. By performing this simple maintenance procedure, you can lengthen the life of your water heater and improve the quality of your hot water.

To check the safety valve (located on top of the unit), simply press on the handle located on top of the valve. Take caution as the overflow pipe should expel HOT water. If it does not, have the valve replaced immediately. This safety valve is designed to open in the unlikely event that the thermostat should malfunction. If the valve does not operate properly, the tank might explode due to high steam pressure.

Lights Fixtures – Fluorescent

Replace light bulbs regularly. Burned out fluorescent bulbs can reduce the life of ballasts in the fixture. A bad ballast will result in premature bulb failure. We recommend that you use only UL listed bulbs or your fluorescent light fixtures. The use of non-UL listed bulbs can cause damage to the light fixture and is a potential fire hazard.

Periodically check your fluorescent bulbs for dust. If they are dirty, turn the power off and wipe the bulbs with a dry cloth. Dirty fluorescent bulbs will produce up to 90% less light, but will consume the usual amount of energy.

The following list represents some typical problems and possible solutions encountered with fluorescent lighting. Always turn the power switch off or if necessary, cut off the power to the fixture prior to making any adjustments.

Tube will not light

1. Make sure the fuse or circuit breaker is not blown or tripped.
2. If the fuse or circuit breaker is intact, try replacing the starter.
3. If this does not work, replace the tube.
4. As a last resort, replace the ballast.
Light flickers and swirls around inside tube

1. If the tube is new, this condition will disappear with use.
2. If the tube has been in operation for some time, replace the starter.
3. If replacing the starter does not correct the condition, replace the ballast.
Light blinks on and off

1. Tube is probably not seated in its socket.
2. Remove the tube and examine the pins on the end.  If the pins are bent, straighten them with long nose pliers.  Re-install the tube in its socket
3. If it still blinks, remove it again and lightly sand the pins.
4. Turn off power to the fixture.  Straighten the socket contacts.  Brush out the residue with a toothbrush.
5. Remove the tube fixture cover.  Tighten any loose connections.  Re-install the tube.
6. Replace the starter.
7. Replace the ballast.
8. If the fixture is in an area of low temperature, replace tube with a jacketed, all weather tube.
9. Replace the starter with low temperature starter.
10. Replace the ballast with a low temperature ballast.
11. Replace the entire fixture with a low temperature type.
Fixture hums but otherwise works properly

1. Make sure the ballast connections are not loose.
2. Replace the present ballast with the special low noise ballast.


Ends of tube are discolored (a brown color is normal)

1. If the color is black and the tube is new, replace the starter.
2. If the tube is old, replace it.
3. Make sure the ballast is correct and that its connections are secure.
4. If the tube is discolored on only one side, remove tube, turn it over, and re-install it.
5. If the tube is new and one end darkens before the other, reverse the tube in its socket, end for end.
6. Check the power. If problem still exists, replace the tube.
Tube burns out too fast

1. The tube has probably been turned on and off too often. Replace the tube. Leave the new tube on for longer periods of time.
2. Replace the starter.
3. Replace the ballast.
4. Make sure the connections are secure.
Plumbing

Compression (washer type) faucets, are relatively easy and inexpensive to repair. Two common problems with compression faucets are dripping and leaking especially under the handles. These problems can be avoided if:

· Washers are replaced as soon as it becomes necessary. Delaying washer replacement until a faucet must be forced closed could permanently damage the interior parts.
· Light pressure is used to turn off the faucet.
Before working on the faucets, turn off the water under the sink from the main supply valve. Open the handles to drain the pipes. Close the drain to prevent parts from falling down it.

Since it is important to determine the condition of the interior parts of your faucet before disassembly, pre-check to make sure that your nearby hardware store or plumbing house is open while you perform faucet repairs. It is also a good idea to keep an inexpensive washer kit with a variety of washer sizes on hand. Preventive maintenance will ensure the durability and life of your faucets.

· First remove the faucet handle. Most are held with a screw, exposed or concealed under a removable cap, but some types are held on with one or two sets of screws at the base. A set screw has a tiny hex-shaped hold and must be loosened with an Allen wrench. If the handle doesn't come off, lightly pry it off with a screwdriver.
· Next there will be one or two nuts. Remove these with an adjustable end wrench. With the nuts removed, you should be able to unscrew the stem by replacing the handle and turning it. If you don't already have replacement washers, take the stem, the brand name and model number of the faucet to your local hardware store or plumbing supply house. The washer must be a good fit in order to work properly. Replace any worn-looking interior faucet parts before putting the faucet back together. Follow the same procedure in reverse to re-assemble the faucet.
How to Unclog a Fixture Drain

When a sink drains slowly or not at all, the usual cause is an accumulation of debris lodged somewhere near the drain.

First, try clearing the drain with a rubber force up, sometimes called a plumber's helper or plunger. The best type of plunger to use is a wide, flat faceted one that makes efficient contact with the mouth of the drain. Spread a layer of petroleum jelly around the lower edge of the plunger to ensure a tight seal. Run several inches of water into the sink. If the sink has an over-flow opening, plug it with a wet cloth or have someone cover it with their hand. This will keep the pressure developed by the plunger from by-passing the clogged area. Tip the cup to expel its air and place it directly over the drain. Plunge it down and pull it up firmly and rhythmically to build up force. Then pull the plunger off the drain opening to draw up the stoppage.

If, after several attempts, the drain does not run freely, try a liquid chemical drain cleaner following the directions and precautions on the label. If the stoppage is still not corrected, it may be necessary to use a sink auger (plumber snake). The auger is rotated into the drain and will normally cut through the clog. An alternative to the auger could be a garden hose. Snake the garden hose into the drain. Try it with and without water pressure.

Finally, if none of the above methods are successful in freeing the clogged drain, it may be necessary to remove the clean-out plug in the trap.

How to Unclog a Main Drainpipe

Sometimes the sink and other fixture drains will back up due to clogs in drain pipes as opposed to fixture drains. You can find this out quickly by loosening a clean-out plug in the drain beneath and loosen the fixture. If water runs out around the loosened plug, the blockage is beyond that point.

Drainpipes are equipped with clean-out plugs. These plugs will normally be larger than the plugs found on fixture traps. Find the one that is as close to the fixture as possible and remove it. Allow the collected water to drain into a bucket. If the clog is close to the clean-out plug, try to clear it up with a piece of stiff wire. Clothes hangers work well if they are straightened, leaving a hook on one end. Sometimes jamming a garden hose down the pipe will remove the blockage. Turn the water on gradually to force the clog out. If you have a drain auger or plumber's snake, this can also remove the clog for a short distance. If the clog cannot be reached in a short distance, you can rent heavy-duty augers which will reach 25, 50, or 100 feet. If cleaning is needed from business-to-sewer lines, you will need a power rooter.

Windows and Door Frames

Many windows and doors lose heat and air conditioning by infiltration of air through cracks around the frames. This situation wastes energy dollars by requiring more heating or air conditioning to be produced to maintain comfort levels. A simple and inexpensive solution to this problem is to install weather stripping and caulking.

Weather Stripping

Apply weather stripping to all window and door edges to eliminate air leaks between the window or door and its frame. The stripping is typically made of plastic, metal, or felt and is fastened with screws, staples, nails, or glue. On frequently used windows and doors, it is best to install the more expensive, longer lasting weather strip-ping. This will save you money over the long run by reducing the frequency of replacement. 

Inspect weather stripping yearly and replace the material that is old and worn.

Caulking

On immovable surfaces, such as windows with-in their frames, it is wise to apply a layer of caulking. Caulking is composed of many pliable materials (such as putty, glazing compounds, and sealant) used to fill cracks through which air can infiltrate. Your local building supply Half-Priced Granite can recommend the best materials for your situation. Keeping in mind that a single 1/8 inch crack two feet long will waste over 3 gallons of oil or 4.25 thermos of natural gas each year, it is a worthwhile investment to install weather stripping and caulking.

Window Lights

Replace burned out bulbs immediately with an 11 watt, 130 volt sign bulb that is UL approved. Do not use a bulb that is higher than 11 watts. Any bulb higher than this can become hot enough to create a potential hazard (e.g., burn flesh). If you do not have a replacement bulb, however, keep the burned out one in the socket. Keep a bulb in every socket at all times. Empty sockets present a safety hazard to customers. Once a month, turn the power off and wipe each bulb with a dry cloth to remove dust.

HALF-PRICED GRANITE EXTERIOR

While a customer certainly judges your business by the interior appearance of your Half-Priced Granite, the exterior appearance often determines whether or not he will even enter your Half-Priced Granite. Consult with the Company to establish a program for exterior care of your Half-Priced Granite.

Sweep or hose down the parking lot and/or side-walk as necessary. Paint parking lot lines yearly for a fresh appearance.

Landscaping must be attractive. Trim bushes/hedges and weed flower beds. Pick up or sweep away litter on a daily basis.

Keep building surfaces, whether stone, metal, or wood, in good repair. Attend to damaged or unattractive surfaces by painting or patching.

Sign Faces

Periodically clean lexan sheets, like all plastics used in sign faces. Establish a regular yearly cleaning program to prevent any noticeable weathering of the sign face. Use only sturdy, stable ladders to reach and clean the sign or enlist the services of a professional, insured cleaning company. Sponge or spray on a solution of cleaner and hot water, followed by a cold water rinse. This will remove dirt and grime and restore the gloss and clarity to the lexan sign face.

For cleaning heavily weathered signs, clean with a one-to-one mixture of butyl cellosolve and isopropyl alcohol. Apply the cleaning solution over the entire sign face and allow it to stand for 5 minutes. Wash it with a soft cloth, wet with more of the solution and scrub vigorously. After the surface dirt and grime have been loosened, wipe it off with a dry cloth to remove the excess solution and yellow deposits.  Note:  Do not clean sign faces in direct sunlight.



ASSIGNING CLEANING TASKS

Assign daily cleaning tasks to a shift for a particular day or to an individual. This will make it easy for you on the following day to verify that the employee working that shift completed his/her responsibilities. Always verify that the work was completed properly.

There are certain ongoing jobs, which must be done as part of any normal shift.  Assignments can be made each week to complete the required cleaning.






101

image1.jpeg
n Half-Priced




