
 
 
 
 
 
 
 
 

“Customer service is a major priority within 
our company, as are our people, and service 
can only be good if those people are content 
and thriving. The new approach has helped 
equip us all with the right tools to go out and 
give the kind of service required whilst 
keeping people motivated and more 
importantly happy. Due to our work in 
reaching the Standard it has helped us to 
develop a better, fitter organisation.” 
 
Roger Green,  
Chief Executive 
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Size:  1000+ employees  
 
Sector:  Services  

Location:  National 

 
Status:   Most recently recognised in 2009 
 
�
������	������	�
Spotless was founded in 1988 by Roger Green, the 
company began its business providing cleaning and 
housekeeping services within the support service 
market in Edinburgh. 
 
Since then through expansion they now have offices in 
London, Edinburgh, Newcastle, Aberdeen and 
Glasgow. It is operating over 800 contracts providing 
services to establishments from blue chip companies, 
retail outlets and premier commercial premises. 
 
Spotless engenders a positive relationship with their 
employees throughout the company, ensuring they 
praise staff at every opportunity for good performance. 
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• Improved the new starter training 
and have radically improved and 
overhauled their induction 
programme. 

 
• Working with the new approach 

gave more stretch to develop. 
 

• Positive feedback from staff was 
abundant and they felt they were 
being appreciated and included in 
all that the business stood for. 

 



 

www.investorsinpeople.co.uk 
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As a successful organisation with a turnover of £8 million 
last year, employing 1,000 people, they wanted to 
measure this success through their people. This 
extensive growth made it vital to clarify the importance of 
their extensive training programme including health and 
safety issues. It was also an opportunity for them as a 
company to ensure their values where recognised 
sufficiently across the organisation. By doing so they 
could ensure that the same spotless service was 
delivered regardless of where or whom was doing it. 
 
Spotless wanted a way to validate to their customers 
how much they invest in their people and how important 
they are to them. Cleaning can be seen as not a 
particularly admired job within the services sector but 
Spotless wanted people to understand exactly how 
valued they were from within. Cleaning is not easy and 
it’s challenging to keep staff motivated and content 
within this sector. 
  
�
�����������
They specifically looked at training and development and 
how their SMART plan could play a part in it and help to 
drive their people. The innovative way they approached 
the review helped to uncover key findings as they fully 
embraced Investors in People. It became clear to them 
that the new approach was straight forward and logical 
and the benefits were clearly demonstrated and 
therefore participation was welcomed by all. 
 
They have a video on their website explaining ‘The 
Spotless Way’ and they are very transparent about how 
they train their staff. This is not something you would 
ordinarily expect from a cleaning company but in order 
to deliver the training to all the staff they have kitted out 
all the managers with portable DVD players to present 
the training DVD on. They really get their people 
motivated and New Choices clearly exposed this. As 
well as the DVD there is a spotless manual which 
explains the process of cleaning the spotless way and 
learn sheets. They have also achieved ISO 9000, with 
ISO14001 pending.  
 
This support and attention given to their staff makes 
evident the truly exemplary way they invest in their 
people. In addition not even the fact many of their staff 
don’t have English as a first language is seen as a 
problem. Through Investors in People they have 
demonstrated clear good practice and innovation for 
example with their ‘Speech Bubble’. 
 
Speech Bubble is a free health and safety translation 
service, allowing them to communicate safety messages 
to foreign cleaners in a manner that they will easily 
understand. It’s a printable resource, a graphical, 
multilingual tool for employees and a strong example of 
good practice which other organisations could follow or 
learn from. They are also thinking of making ‘speech 
bubble’ into a podcast so that the cleaners can listen to it 
as they often have their iPods on when they clean.  
 
Their approach to Health and Safety is next to none. 
They have gone out of their way to research this area 
and impart all aspects of good practice on their people.  
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The Investors in People assessor Anne Harrow was 
particularly impressed by the company management 
structure. In fact this is the one and only organisation 
that she has recommended for a case study.  
 
Spotless is very good at identifying talent within the 
business even with English not often a first language it is 
never seen as a barrier to development. People are 
rewarded or promoted on the basis of hard work and 
application and there are real opportunities for everyone. 
Furthermore, if the cleaners need a hand, and are short 
staffed one day managers are more than willing to roll 
up their sleeves and help out as there is no ‘them and 
us’ mentality.  
 
A lot of time has gone into developing these managers 
as frontline managers and they are exceptionally 
supportive to all staff. Working with Investors in People 
has developed an even more intense training 
programme that is now monitored and documented. 
Values learnt and honed are demonstrated outside and 
in the organisation by everyone. They have also 
subsequently improved the new starter training and have 
radically improved and overhauled their induction 
programme.  
 
Cleaners can normally be overlooked in terms of 
importance but at Spotless they are really valued and 
when interviewed, they all knew how valued they were. 
Managers really care about their employees and are 
always available for them. They pop in to see the 
cleaners on a daily basis. They can only do the great 
work they do as managers in supporting their teams and 
understanding their needs and concerns by working ‘on 
the ground’ and this is something working with the new 
approach gave more stretch to develop. Strong 
communication was also identified throughout the 
business by Anne and is another indicator of their 
strength as a business. 
 
Their SMART plan (business plan) has been 
embellished on due to Investors in People and is now a 
fundamental part of the whole organisation. It now 
impacts on job chats where personal targets and 
business target are all aligned and made clear to their 
people to work and incorporate in their roles. It has 
become integral to the way the whole business 
operates. Positive feedback from staff was abundant 
and they felt they were being appreciated and included 
in all that the business stood for.  


