
SOP: Procedures for Handling Special Cleaning
Requests or Emergencies
This SOP details the procedures for handling special cleaning requests or emergencies, including the identification
and assessment of urgent cleaning needs, communication protocols with clients and staff, prioritization of tasks,
deployment of specialized cleaning teams and equipment, adherence to safety and health standards, documentation of
cleaning activities, and post-cleaning evaluation. The goal is to ensure efficient, safe, and timely response to all special
cleaning situations, maintaining high service quality and client satisfaction.

1. Identification & Assessment

1. Receive and acknowledge special cleaning request or emergency notification (via phone, email, or management
portal).

2. Collect detailed information regarding the situation:
Location and scope of the affected area
Type of emergency (spill, contamination, hazardous material, etc.)
Potential risks to health and safety
Time sensitivity

3. Conduct a preliminary assessment to determine resources needed.

2. Communication Protocols

1. Notify relevant internal staff (supervisors, cleaning crew, safety officer) of the request/emergency.
2. Establish a direct communication line between the cleaning team and the client/contact person for updates and

instructions.
3. Provide status updates to all stakeholders throughout the process.

3. Task Prioritization

1. Evaluate all current cleaning schedules and re-prioritize based on the urgency and severity of the
request/emergency.

2. Assign high priority to emergencies involving health, safety, or regulatory compliance.
3. Document all changes in scheduling and justifications for audit purposes.

4. Deployment of Specialized Teams & Equipment

1. Assemble a specialized team trained for emergency or special cleaning tasks.
2. Equip team members with appropriate PPE and specialized cleaning supplies/equipment as needed.
3. Ensure team members have access to SDS (Safety Data Sheets) and understand relevant safety protocols.

5. Safety & Health Standards

1. Enforce strict adherence to all applicable health, safety, and environmental regulations.
2. Conduct risk assessments prior to entering the affected area.
3. Ensure proper disposal of hazardous materials as required by law.

6. Documentation of Activities



1. Log all actions taken, including personnel involved, time of response, tasks performed, and any issues
encountered.

2. Maintain photographic evidence of the affected area before and after cleaning, where appropriate.
3. Complete incident and cleaning reports, submitting to management and client as required.

7. Post-Cleaning Evaluation

1. Conduct a site inspection to verify completion and effectiveness of cleaning.
2. Obtain client sign-off or feedback to confirm satisfaction.
3. Review the incident to identify successes and any areas for future improvement.

8. Continuous Improvement

1. Hold debrief meetings with staff involved to discuss lessons learned.
2. Update SOPs and training materials based on feedback and incident outcomes.
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