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West Suffolk NHS Foundation Trust has 
become the first healthcare establishment 
in Europe to achieve the Cleaning Industry 
Management System (CIMS) accreditation 
- what’s more, it achieved it with Honours. 
A standard of excellence for the cleaning 
industry, CIMS is externally accredited 
and outlines the key characteristics of a 
successful, quality cleaning organisation.

PASS,
with Honours

“CIMS provides a 
common process for 
validating and improving 
the professionalism 
of cleaning service 
providers”

Two years ago the housekeeping team 
at West Suffolk NHS Foundation Trust 
started out on a journey in search of 
quality standards to apply across its 
cleaning operation. Housekeeping Services 
Manager, Carlos Alves, also Chair of the 
ahcp Southern Branch, told Voice that 
he is very keen on the importance of 
quality standards for cleaning, but when 
he started looking for a standard they 
could introduce at his Trust he found there 
was nothing tailor-made for the cleaning 
industry. The ISO standards he felt weren’t 
suitable, so he started to research 
alternatives. 

He came across CIMS, which at the time 
was operating in the USA, and met with 
Keith Baker, the Director for Europe, Middle 
East and Africa for ISSA, the international 
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“If the overall score is in 
excess of 85% the award 
is with ‘Honours’, as 
achieved by West Suffolk”

trade association for the cleaning industry 
committed to “changing the way the world 
views cleaning.” ISSA promotes the vision 
that cleaning is an investment in human 
health and the environment, with an improved 
bottom line for the economy. 

The development of CIMS was a 
collaborative process involving organisations 
from the cleaning and facilities management 
industries across the USA. ISSA led the 
process and manages the standard. Keith 
advised Carlos that the standard was shortly 
to be introduced to the UK. After further 
research and careful consideration, Carlos 
was convinced CIMS was the right standard 
for them and, with the backing of the Trust’s, 
Facilities Manager Riva Knight and CEO 
Dr Stephen Dunn, the housekeeping team 

started out on their journey. “The CEO and the 
Trust were very supportive and brave enough 
to commit to the process,” says Carlos.

CIMS explained
CIMS provides a common process for 
validating and improving the professionalism 
of cleaning service providers. To manage 
a successful cleaning operation requires 
hard work, dedication and a thorough 
understanding of the customer’s service 
requirements. Management needs to focus 
on ensuring quality, efficiency and overall 
customer satisfaction. CIMS is designed 
to help cleaning organisations to set up 
a management system that allows an 
organisation to meet those goals. 

CIMS lays out a framework based on 

management principles that are universally 
considered hallmarks of successful cleaning 
organisations. These five pillars comprise: 
Quality Systems; Health, Safety and 
Environmental Stewardship; Service Delivery; 
Management Commitment and Human 
Resources. 

These pillars provide the framework 
for the standard. Within each ‘pillar’ there 
are elements that you ‘shall’ achieve for 
accreditation – these are mandatory, 
elements that you ‘should’ achieve – these 
show best practice - and elements that you 
‘may’ achieve – these add value to the overall 
service provision. Accreditation is awarded 
based on the scores achieved in each section 
and then overall. The minimum score within 
each ‘pillar’ must be 60% and the overall 
score must also be at least 60% - so it isn’t 
possible to ‘fail’ in one area and still ‘pass’ 
overall. If the overall score is in excess of 85% 
the award is with ‘Honours’, as achieved by 
West Suffolk.

West Suffolk’s journey
In January 2015 West Suffolk NHS 
Foundation Trust started working towards 
the standard. As part of the process Carlos 
trained as a CIMS Industry Certification 
Expert, otherwise known as I.C.E. Becoming 
an I.C.E. certified professional arms an 
individual with the information necessary to 
help guide their own organisation or others 
through the process of complying with CIMS 
and meeting the standard.

As an exercise alongside the ‘day job’ 
the activity can be particularly onerous in 
the early stages, so the Trust employed a 
qualified I.C.E. Consultant, Lynn Webster of 
Lynn Webster Consultants, LWC, to support 
the process in their preparations for CIMS 
inspection. “We were 90% compliant before 
any assessor stepped foot on site. We had 
everything in place and after Lynn had 
worked with us and we had made some 
adjustments we passed with honours,” says 
Carlos.

Lynn Webster takes up the story. “I worked 
on site with the team to firstly consider if all 
the systems were in place and secondly to 
ensure these were actively being followed 
throughout. This involved producing a gap 
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analysis report indicating areas that were 
fully compliant, areas that were ‘partially 
compliant’ and other areas where further 
work was required to meet the standard.

“Once the work was completed we carried 
out a ‘mock’ assessment to ensure all 
documentation was in place along with an 
independent quality review of the site prior to 
the inspection visit.”

The inspection itself establishes the 
compliance of the organisation with all the 
elements of the CIMS framework through the 
five pillars.

Lynn explains that CIMS accreditation can 
bring many benefits and advantages. It can 
help to:

•	 Set an organisation apart from the 
norm, with dedicated quality customer 
satisfaction and sustainability

•	 Demonstrate expertise and maximise 
exposure

•	 Support an understanding of customer 
needs

•	 Remove guesswork when evaluation is 
required for procurement exercises

•	 Challenge and improve overall service 
operations

•	 Promote structure and consistency of high 
quality delivery.

“There is always space 
for improvement. 
We need to ensure 
everyone in the team 
keeps to the standard 
we have achieved”

“I am proud to be associated with the 
first, not only to gain the standard but to 
have this with ‘Honours’,” she says. “I enjoy 
similar work with a number of other Trusts 
and external cleaning providers across the 
UK and Europe.”

Today’s challenge
“Implementing the universally accepted 
management principles of CIMS can position 
cleaning operations to deliver efficient, quality 
services and provides a benchmark to sustain 
continuous improvement,” continues Lynn.

This is something Carlos and his team are 
very conscious of. The CIMS accreditation will 
be reviewed every two years. “Our challenge 
now is to keep the ‘Honours’ status,” he says. 
There is always space for improvement. We 
need to ensure everyone in the team keeps 
to the standard we have achieved. For me, 
this accreditation means we are a safe team, 
providing a high standard of quality cleaning 
services to patients. We need to keep up this 
high standard and be consistent.” 

Starting on the CIMS process
Carlos advises any organisation considering 
CIMS accreditation to first of all ensure 
they are working within national cleaning 
guidelines and standards such as PAM and 

PAS 5748, which helps put in place the 
necessary documentation, and then: “Get 
ready for the hard work. It is worth it!”

Carlos concludes: “As a certification CIMS 
is tailor-made for the cleaning industry. It is 
far ahead of anything else that is available. 
People need to understand how important 
cleaning is in our lives and how important the 
cleaning operative is and our Professionals 
are now working to the highest standard 
possible.”

Many other Trusts and health care 
establishments may also be working to the 
national standards and CIMS recognition 
will enable them to more easily evidence 
this for any future inspections, audits and 
compliance visits.

XxxxxxxxxxxxxxxxxxLynn Webster and Keith Baker face a Q&A session about CIMS at the 2015 ahcp Conference


