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Purpose.  "The cleaner forgot" describes what happened; it rarely explains why the system did not prevent, detect, or correct the miss before the guest arrived. This worksheet drives the Improvement Loop: protect the guest first, understand the system second, and change a control so the same defect becomes harder to repeat.
	QUALITY RULE
Correct the property first. Understand the system second. Assign accountability only after the facts are clear.



	PART 1 — THE IMPROVEMENT LOOP


1.  Observe the defect or performance variance.
2.  Contain the immediate consequence.
3.  Collect facts from the job record, people, property, and timing.
4.  Identify the most likely root cause or interacting causes.
5.  Select a corrective action that changes the system or capability.
6.  Update documentation, tools, training, staffing, pricing, or client agreement.
7.  Measure whether recurrence decreases.
8.  Standardize the improvement or revise the action.

	PART 2 — ROOT-CAUSE CATEGORIES


	Category
	Diagnostic question
	Example / finding

	Standard
	Was the expected result clear & current?
	Was the standard clear and current?

	Method
	Was the process capable of the result?
	Was the process capable?

	People & training
	Skill, knowledge, capacity present?
	Did the person have skill & capacity?

	Materials & equipment
	Right tools, linens, supplies available?
	Were tools & supplies available?

	Information
	Right info to the right person in time?
	Did the right person get the right info?

	Environment
	Did property/weather/guests change work?
	Did conditions change the work?

	Management system
	Scheduling, supervision, decision rights?
	Did the system contribute?


Several causes interact. Corrective action that addresses only the person produces a short-lived improvement while the underlying conditions remain. Use five-whys to move past the first explanation — but stop at a condition you can validate and change, not a forced linear cause.

	PART 3 — CORRECTIVE ACTION RECORD


	Problem statement (what/where/when/standard)
	

	Containment (what protected guest/property)
	

	Cause (evidence-supported)
	

	Action (process/tool/training/standard change)
	

	Owner
	

	Due date
	

	Verification (how we'll know it worked)
	

	Closure (who confirms complete & effective)
	



	FOUNDER INSIGHT
The strongest quality organizations are not the ones that never find defects. They are the ones that become harder to surprise by the same defect twice.


Avoid action overload. Not every defect deserves a formal project — use severity, recurrence, guest impact, financial impact, and detectability to size the response. Corrective actions should not default to "remind the team"; reminders fade. Stronger actions change the environment.
A planning instrument, not a guarantee of business success. Vendor-neutral — usable with any tools, team structure, or software.  ·  The STR Cleaning Blueprint™
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Worked for Summit Cleaning Solutions — the upstairs-bathroom hair complaint that recurred across three arrivals in six weeks. Emily Carter ran the structured review; the fix changed the standard, method, sequence, environment, and verification point — not just a reminder.

	PART 1 — THE IMPROVEMENT LOOP


1.  Observe the defect or performance variance.
2.  Contain the immediate consequence.
3.  Collect facts from the job record, people, property, and timing.
4.  Identify the most likely root cause or interacting causes.
5.  Select a corrective action that changes the system or capability.
6.  Update documentation, tools, training, staffing, pricing, or client agreement.
7.  Measure whether recurrence decreases.
8.  Standardize the improvement or revise the action.

	PART 2 — ROOT-CAUSE CATEGORIES


	Category
	Diagnostic question
	Example / finding

	Standard
	Was the expected result clear & current?
	Checklist said only "clean bathroom" — no observable hair-free standard.

	Method
	Was the process capable of the result?
	Same cloth used for vanity and toilet exterior; final staging over the sink.

	People & training
	Skill, knowledge, capacity present?
	Cleaner careful but working to a vague instruction.

	Materials & equipment
	Right tools, linens, supplies available?
	Dark runner shed fibers onto white tile.

	Information
	Right info to the right person in time?
	—

	Environment
	Did property/weather/guests change work?
	White tile + poor overhead lighting hid hair.

	Management system
	Scheduling, supervision, decision rights?
	Supervisor inspection occurred before linen delivery — hair introduced at staging escaped inspection.


Several causes interact. Corrective action that addresses only the person produces a short-lived improvement while the underlying conditions remain. Use five-whys to move past the first explanation — but stop at a condition you can validate and change, not a forced linear cause.

	PART 3 — CORRECTIVE ACTION RECORD


	Problem statement (what/where/when/standard)
	Hair in upstairs bathroom after 3 arrivals in 6 weeks vs hair-free standard

	Containment (what protected guest/property)
	Return clean before each guest; apology to PM

	Cause (evidence-supported)
	Vague standard + shared cloth + shedding runner + poor light + inspection before staging

	Action (process/tool/training/standard change)
	Observable hair-free standard; final floor pass after linen; color-coded cloths; replace runner (owner approved); new photo angle; temporary supervisor audits; practice in the room

	Owner
	Emily Carter

	Due date
	Before next arrival

	Verification (how we'll know it worked)
	No recurrence across next 30 turnovers

	Closure (who confirms complete & effective)
	Emily — confirmed; 0 recurrences in 30 turnovers



	FOUNDER INSIGHT
The strongest quality organizations are not the ones that never find defects. They are the ones that become harder to surprise by the same defect twice.


Avoid action overload. Not every defect deserves a formal project — use severity, recurrence, guest impact, financial impact, and detectability to size the response. Corrective actions should not default to "remind the team"; reminders fade. Stronger actions change the environment.
A planning instrument, not a guarantee of business success. Vendor-neutral — usable with any tools, team structure, or software.  ·  The STR Cleaning Blueprint™
