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A step-by-step guide for

responding professionally to
unexpected incidents that occur

during a cleaning appointment.
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DISCLAIMER
Educational Purpose Only

This resource has been developed to provide general educational guidance and professional workplace response
procedures for residential cleaning business owners. It is intended to help cleaners respond calmly, professionally,
and consistently when unexpected workplace incidents occur.

This protocol is not a substitute for emergency services, medical care, legal advice, insurance guidance, occupational
safety training, or professional risk management.

When an incident involves immediate danger, serious injury, criminal activity, fire, gas leaks, medical emergencies, or
any situation where life, health, or safety is at risk, always contact the appropriate emergency services or local
authorities immediately.

Laws, reporting requirements, insurance policies, and workplace regulations vary by country, state, province, and
municipality. Users are responsible for complying with all applicable laws, insurance requirements, licensing
obligations, and professional standards within their jurisdiction.

The communication examples contained in this publication are intended as educational examples only. Every
situation is unique and professional judgment should always be exercised.

Residential Cleaning Academy assumes no responsibility or liability for any loss, damage, injury, legal claim, or
business decision resulting from the use or interpretation of this resource.



CHAPTER 1 WHY THIS GUIDE EXIST
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Purpose: to protect People, Property ,Professionalism, The business
No matter how experienced or careful you are, unexpected incidents can
happen during any cleaning appointment.

Most appointments end without any problems. However, accidents,
injuries, unexpected events, and property incidents can occur—even in
well-managed businesses.

WHAT IS THE WORKPLACE INCIDENT?

A workplace incident is any unexpected event that
interrupts normal business operations and requires the
cleaner to make an immediate professional decision.

Some situations are accidents.
Some are emergencies.
Some are operational interruptions.

But they all require a professional response!



The situations that fall into the Workplace Incidents for residential cleaning

businesses are:
An Accidental Breakage
A Personal injury
A Dog bite
A Chemical spill
The Water overflow
An Alarm activation
The Door left unsecured
A Client injury during the service
The Police/Emergency personnel at the door.
The Utility company requesting an access.
A Contractor arriving unexpectedly.
A Neighbor asking questions.
A Suspicious person on the property.

THESE SITUATIONS MAY BE CATEGORIZED AS :
Personal injuries to the cleaner.
Injuries or medical emergencies involving the client.
Property damage.
Damage to the personal belongings.
Pet-related incidents.
Equipment or product failures.
Safety hazards discovered during the appointment.
An unexpected third-party arrival.
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Any unexpected event that disrupts normal business
operations.

The goal of this resource is not to determine blame. It’s to help you to
respond professionally, protect everyone's safety, minimize further
damage, and make sound business decisions during stressful situations.



The RCA Professional Principle
A professional isn't someone who never experiences incidents.
A professional is someone who knows exactly how to respond calmly, and
follows the procedure, when they happen.

When something goes wrong, the first reaction is usually a panic. Even the
smallest breakage incident can throw a cleaner with a hundred
appointments in their career away from thinking rationally.

Professional cleaners don't make poor decisions because they lack
integrity or professionalism. It happens because their brain switches into
panic mode.

They start thinking:

"I'm going to lose this client."

"They're going to leave a bad review."

"I'm going to get sued."

"l don't know what to do."
The protocol exists to interrupt that panic! Its purpose is to replace a
default emotional reaction with a professional response.

By learning and following a clear response process before an incident ever
occurs, you can stay focused, protect everyone's safety, make better
decisions under pressure, and respond with confidence when it matters
most.

This protocol is designed to become a part of your professional operating
procedures—not something you read for the first time after an incident
has already happened.

RCA reminder: Think before the situation happens, so you don't have to
panic when it does.



WHAT THIS PROTOCOL GIVES YOU

After implementing this protocol, you will be able to:

v Stay calm during unexpected incidents.

v Protect the safety of yourself, your client, and everyone involved.
v Respond professionally instead of emotionally.

v Make better business decisions under pressure.

v Communicate with confidence during difficult situations.

v Reduce panic by following a proven response process.

v Handle incidents in a way that protects both your professional
reputation and your business.

The RCA Professional Principle

Preparation builds confidence. Confidence reduces panic.
Professional protocols turn stressful situations into manageable ones.
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CHAPTER 2 THE RCA INCIDENT ASSESSMENT

Before deciding how to respond, first understand why the incident occurred.

By Identifying the circumstances that led to the incident , you can
choose the appropriate response and reduce the likelihood of it
happening again.

Category 1 — Training & Procedure

The incident occurred because a professional procedure was not
followed or sufficient training was lacking.

Examples:

. Incorrect product used.

. Surface damaged.

. Equipment used improperly.

. Cleaning method inappropriate for the material.
. Required safety procedure skipped.

Your Primary Response:> Improve training and update procedures.

Category 2 — A Workplace Accident

The incident occurred despite following normal professional
procedures.

Examples:

. You Slipped on an unseen wet surface.
. A Dogunexpectedly knocked the cleaner over.
. An Equipment failed unexpectedly.
. An Unexpected water leak.
. ATrip hazard that couldn't reasonably be anticipated.
Your Primary Response~> Manage the incident and reduce future risk.
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!,_Category 3 — A Client or the Property Event
This type of incident is originated from the client's environment or the |
| circumstances.
Examples:
. Client experiences a medical emergency.
. Hidden property hazard.
. Electrical failure.
. Structuralissue.
. Unsafe condition discovered during cleaning.
Your Primary Response:- Prioritize safety and notify the client.

Category 4 — Third-Party Interaction
The incident or interruption involved someone other than the cleaner
or the client.
Examples:
. ADeliverydriver.
. A Contractor.
. A Neighbor.
. The Utility company.
. The Police.
« An Unexpected visitor.
. Someone requesting access.
Your Primary Response:> Follow the Third-Party Interaction Protocol.




CHAPTER 3 HOW TO RESPOND PROFESSIONALLY TO THE INCIDENT?

—————y

Step 1 — ldentify Your Workplace Situation
Not every workplace incident requires the same response.

A

Before taking any action, identify which professional protocol applies

| STEP1_
What kind of workplace situation

am I dealing with?

Identify the situation so you can follow the right response pathway.

H

Something unexpected

just happened.
Pause. Stay calm.

¢

risk, or an emergency.

———

It’s an INCIDENT
(Something happened)

An event caused harm, damage,

@
l

Examples include:

Spills, leaks, or water issues
Pet-related incident
Safety hazard discovered

Medical emergency

0000000

Personal injury (you or client)

Property damage or breakage

i

1
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/

' When in doubt,

think safety,
boundaries,
and client

instructions, /

)

2

It’s a THIRD-PARTY
INTERACTION
(Someone or something
is requesting access,
information, or action.)

B
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Examples include:
Delivery person or courier

Contractor, vendor, or service
provider arrives

Neighbor, visitor, or unfamiliar
person asking questions

Utility, pest control, or other
services requesting access

Someone asking to enter
the home or asking for

A bo el
Equipment or product failure the et
Client monitoring the home
Any event that causes harm, via camera and contacting you
risk, or disruption
Any unexpected third-party
request or interruption
s
Follow the ¢
WORKPLACE INCIDENT Follow the
RESPONSE PATHWAY . THIRD-PARTY INTERACTION
(Go to Step 2) C_(V] PROTOCOL
(Go to Step 3)
YOUR GOAL
Identify the situation first. The right response starts with knowing )

which pathway applies.




Step 2 - Follow the Workplace Incident Response Pathway

Once you have identified that you are dealing with a workplace incident,
resist the urge to react immediately.

Unexpected incidents often trigger stress, panic, or the feeling that you
need to solve everything at once. In reality, the best outcomes usually
come from slowing down and following a structured response process.

The Workplace Incident Response Pathway is designed to help you
prioritize what matters most, make professional decisions under pressure,
and reduce the likelihood of making the situation worse. By following the
same sequence every time, you replace emotional reactions with
professional actions.

RCA Reminder:

You are not expected to solve the entire situation immediately. Your
first responsibility is to stabilize the situation, protect everyone's
safety, and work through the response one step at a time.

Why Follow the Pathway?

The order of the steps is intentional.

Trying to document an incident before ensuring everyone's safety, or trying
to determine responsibility before understanding what happened, can lead
to poor decisions and unnecessary stress.

By following the pathway in order, you can:
Vv Protect people before property.
v'Reduce panic and stay focused.
v'Make better decisions under pressure.
v'Respond professionally instead of emotionally.

v'Handle incidents consistently every time.

10



Workplace Incident Response Pathway
5 SIMPLE STEPS. FOLLOW IN ORDER.

When a workplace incident happens, follow these steps to protect safety,
communicate clearly, and handle the situation professionally.

STAY CALM

» Pause. Take a breath.

¢ Look around and understand
what happened.

e
9

PROTECT SAFETY

¢ |s anyone injured?

» Is there immediate danger?

» Take action to keep everyone safe.

i)

Ry
CONTROL THE SITUATION
» Stop what is making it worse. ‘
* Prevent further damage or harm.
» Clean up or secure the area as e il
appropriate. )
5
INFORM THE CLIENT
= Contact the client as soon as possible. . E]
» Provide clear, factual information. -
» Do not guess. Do not argue.
L4 s
~

DOCUMENT & FOLLOW UP

« Take photos if appropriate.
s Write down what happened.

» Decide on the next business step
and follow up as needed.

=53

RCA PROFESSIONAL PRINCIPLE
Incidents create pressure. Protocol creates confidence.

Follow the process — not your panic.

—

YOUR PRIORITIES

-
v

People First
Protect people
before anything else.

.,?

Protect Property
Prevent further
damage or loss.

+

Communicate
Clear, honest,
and professional.

+

Stay Professional

Follow the steps.
Stay in control.
Handle it right.

Remember:

You don't have to
solve everything
right now. Follow
the steps.

11



Step 3 - Follow the Third-Party Interaction Protocol
Not every workplace interruption is an accident.

Sometimes, an unexpected person arrives at the property, requests
access, asks questions, or expects you to make decisions on behalf of
your client.

These situations can be stressful because they require an immediate
response, often without any prior instructions.

The purpose of the Third-Party Interaction Protocol is to help you respond
professionally while protecting your client's property, your business, and
your own safety.

RCA Remember:

You are responsible for providing the cleaning service—not for
managing access to someone else's home!

If you have not been given clear instructions by your client, do not
assume authority or make decisions on their behalf!

Instead, follow the protocol, contact the client when necessary, and allow
the homeowner to decide how the situation should be handled.

The RCA Professional Principle

When in doubt, don't assume authority. Pause, verify, and let the
homeowner make decisions about their own property.

12
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Third-Party Interaction Protocol

UNEXPECTED VISITOR? REQUEST FOR ACCESS?
Follow this simple decision pathway.

. Someone has arrived or is requesting
access to the home.

Stay calm. You do not have to make a decision
on behalf of the client.

¥

Did the client give you
clear instructions in advance
about this person or situation? NO

IR l e (el D R s T
= Do NOT allow access.
-9 2,
!:OHOW t‘he client’s « Do not open the door.
Instructions. ¢ " A » Do not let anyone inside.
« Do exactly what the client o » Do not provide client
asked you to do. 4---{ REMEMBER |---- > information.
« If anything feels unus!.lal or You are responsible » Do r'10t accept dtf.'lwerles
unsafe, contact the client : or sign for anything.
; 3 for the cleaning, 1 =4
before taking further action. j
not for managing “'

k v/ toth i
accessto the Contact the client
property.
for instructions.

g
Text or call as soon as possible.

When in doubt, b =
When in doubt, don’t assume
contact the client. authority. If ol cinnot teachiie cliertt:
Contact the client y
I3 Shwirys okaysg dotae-check. L S S ) » Politely explain you cannot assist
without client authorization.

+ Continue cleaning if it is safe to do so.

p ) i\
. EXAMPLES OF THIRD PARTIES
;2 =5 W B
o=o" &
Delivery Contractor or Neighbor or Police or ‘ Utility or pest Package or
' person service provider visitor - emergency personnel control courier

RCA PROFESSIONAL PRINCIPLE r QUICK RULE
Protect your client’s home. “\j1/. Noinstructions = No access.

s b

s Check first. Act second.

Protect your business. Protect yourself.
L 4
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CHAPTER 4 PROFESSIONAL BUSINESS COMMUNICATION DURING A
WORKPLACE INCIDENT

——— —

During a workplace incident, how you communicate can be just as
important as the actions you take.

Clients understand that unexpected situations can happen. What they
often remember most is whether the situation was handled calmly,
honestly, and professionally.

When emotions are high, avoid rushing to explain, assigning blame, or
making promises before you fully understand the situation.

Instead, focus on clear communication, factual information, and the
next appropriate step.

Your goal is not to have all the answers immediately. Your primary
action is to remain professional, protect everyone's safety, and
communicate with confidence while the situation is being resolved.

The RCA Professional Principle

Professional communication doesn't remove the incident—it
prevents the incident from becoming a bigger problem.

14
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Professional Communication

DURING WORKPLACE INCIDENTS

Your words matter. Calm, clear, and honest communication protects
trust, reduces stress, and helps resolve the situation professionally.

STAY CALM ( BN EXAMPLE B \|

* Take a breath.

= Keep your voice steady
and tone respectful.
» Your calm helps calm others.

“| want to make sure
everything is okay and
handle this the right way.”

EXAMPLE

While cleaning the
counter, the vase was
accidentally knocked over
and broke.”

STICK TO THE FACTS
« Describe what happened.

« Don’t guess, assume,
or exaggerate.

« Facts build clarity and trust.

FOCUS ON THE soLuTioN— IS

» Don’t focus on blame.
“Let’s figure out the best

way to take care of this
and move forward.”

» Focus on what needs
to happen next.

 Work together to find
the best next step.

“l wanted to let you know
right away so we can
discuss what happened.”

BE HONEST

» Never hide an incident.

= Tell the truth right away.

« Honesty protects your
professionalism and reputation.

EXAMPLE ~

“I'll review exactly what
happened so we can
determine the appropriate
next steps.”

DON’T MAKE PROMISES
YOU CAN’'T KEEP
« Don't promise payment, repair,

or replacement on the spot.

= Commit to reviewing and taking
the right next step.

RCA PROFESSIONAL PRINCIPLE

Professional communication doesn’t remove the incident—

it prevents the incident from becoming a bigger problem.
L 2

v

QUICK
REMINDERS

. Speak with

'. respect.
= Always treat your
client with kindness

and professionalism.

&

Listen.
Let the client
share their

concerns.

Avoid
defensiveness.
Staying calm

keeps the
conversation
productive.

Keep it

;7 professional.

Your communication
reflects the quality
of your business.

Calm words.
Clear facts.
Better outcome.




THE REAL-LIFE COMMUNICATION EXAMPLES

Situation

Professional Response

You accidentally
broke a vase.

"I'd like to let you know that an accident occurred
while | was cleaning. The vase was accidentally
damaged. | wanted to tell you immediately so we
can discuss the best way to move forward."

A client slips
while you're
cleaning.

"Are you okay? Is there anything | can do to help
right now?"

A Delivery driver
requests access.

"I'm sorry, but I'm not authorized to let anyone into
the home without the homeowner's instructions."

A neighbor asks if
the client is home.

"I'm sorry, | can't provide information about my
clients."

A client becomes
upset after an
incident.

"l understand this is frustrating. Let's take a
moment to review exactly what happened so we
can decide on the next steps."

16




CHAPTER 5 EMERGENCY COMMUNICATION & RESPONSE

S— —
In an emergency, your first priority is protecting life, health, and safety.
Once immediate danger has been addressed and emergency services
have been contacted, communicate calmly, clearly, and
professionally. Keep your message brief, factual, and focused on the
situation. Avoid assumptions, assighing blame, or making promises
until the emergency is under control.

The RCA Emergency Rule

@ When life, health, orimmediate safety is at risk, emergency response
always comes before business communication.

2 EMERGENCY COMMUNICATION & RESPONSE

m Life, health, and safety always come first.
o™~o

When a serious emergency happens, act immediately.
Then communicate clearly and follow the steps below.

( EMERGENCY RESPONSE PRIORITIES .

C@
'(0 B> B Q b B

PROTECT LIFE CALL EMERGENCY FOLLOW DISPATCHER NOTIFY THE CLIENT DOCUMENT AFTER
SERVICES INSTRUCTIONS : THE EMERGENCY
Ensure everyone's Notify the homeowner
safety. Check for Call 911 or the Provide clear information as soon as possime Once the situation is
danger and injuries. appropriate emergency and follow all instructions if appropriate and safe. under control, document
service immediately. until help arrives. the facts.
A
3
WHEN LIFE, HEALTH, You might be facing an emergency if...
OR IMMEDIATE SAFETY .. 8,
IS AT RISK, EMERGENCY w .‘0 a'
RESPONSE ALWAYS COMES
BEFORE BUSINESS Someone is Fire, smoke, Major water Petis Child is
injured or or gas leak or flooding injured or in injured or in

COMMUNICATION.

unconscious leak risk distress distress




@ EMERGENCY COMMUNICATION SCRIPTS 'R

Use these clear, professional phrases during emergencies.

)

Protect life first. Call for help. Then communicate clearly.

A @

A medical emergency (client,
family member, or visitor)

"I'm calling emergency services now. Please stay
with me. Help is on the way."

A Client is not home during an
emergency

"Hello, this is [Your Name] from [Business Name].
There has been an emergency at your home.
Emergency services have been contacted. I'U
remain here until the situation is under control or
until further instructions are provided."

A Pet injury or medical emergency

"Your pet appears to need immediate attention. I'm
contacting you right away so we can determine the
safest next step. If this is life-threatening and |
cannot reach you, | will follow any emergency
instructions you have previously provided."

Fire, smoke, gas leak, or other
immediate safety hazard

"I've stopped work because of a safety emergency.
I'm leaving the immediate danger area and
contacting emergency services. Everyone's safety
is the priority."

Major water leak or flooding

"I've discovered a major water leak. I've taken
immediate steps to reduce further damage where it
is safe to do so and I'm contacting you
immediately."

A child, an elderly person, or a
vulnerable adult needs immediate
assistance

"I'm staying with them and calling emergency
services immediately. I'll continue following the
dispatcher's instructions until help arrives."

You are in immediate danger
(threatening behavior or unsafe
situation)

"l don't feel safe continuing the appointment. I'm
leaving the property immediately and, if necessary,
contacting emergency services. We can discuss
the situation once everyone is safe."

18




CHAPTER 6 AFTER THE INCIDENT

‘ ’—

Once the situation has been resolved, take a few minutes to
reflect before moving on.

Not every workplace incident can be prevented. Some occur
because procedures need improvement. Others happen
despite following every reasonable safety practice.

The purpose of this final step is to identify any practical
lessons that can make future appointments safer, smoother, or
more professional.

AFTER THE INCIDENT REFLECTION SELF -CHECK
Was there anything | could have done differently?
Do | need additional training or a new procedure?
Should | update one of my business protocols?

Or was this simply an unpredictable event that was handled

professionally?

The RCA Professional Principle

Learn from what you can improve. Accept what you cannot control.
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