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This ebook is published by Ron Holt, owner of khest Customer Friendly
Housecleaning Company In The Wor[dWO MAIDS & A MOP . We
currently serve the entire panhandle of Floridaulgh three locations -
Panama City, Fort Walton Beach and Pensacola.

This ebook is available for free by visititdtp://www.ineedamaid.com/blo@lick
on the link entitled “ebooks*. If you are a maid\see customer, hopefully this
book will educate you on the potential dangersihglout there in the cleaning
industry. If you are cleaning service owner, feekfto republish the book (without
changes). And if you are an individual maid, hofigfilnis book will provide you
with enough reasons to start learning how to becameal business.

In return, all | ask is that you at least conside@nating to a wonderful charity
called Cleaning For A Reason. The organization iples/FREE cleaning services
to women undergoing cancer treatment. You can rdakations online by visiting
http://www.cleaningforareason.org/donations.html

for ahreason
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1. Your start-up costs are minimal It's really up to you to decide your budget. Tiugh
is that you can start your business with no monejaUse your customers cleaning
products/supplies and find your customers by prqnome cheap flyers from your
mother's computer. Or you could just post a freera@raigslist - somebody's bound to
find you if your rates are cheap enough.

2. You get to create your own work scheduleGone are the days when you need to be at
work at a certain time. You get to show up when waunt to show up now. Sure, the
customer may be waiting on you. But who cares gthe@another sucker searching on
Craigslist right now.

3. You don't have to pay taxesThe IRS will never know how much you make because
you require cash only. Of course, you'll take ackheyour customer will write the check
directly to you.

4. You get to make more than $15 per hourYou know what the professional maid
service companies are charging their customedadsn't take a rocket scientist to know
that you can get away with charging just a litdsd than them. After all, it's just
housecleaning.

5. You get to quit without any notice It's your right to go where the money is. If
somebody is willing to pay you more, then you'dadeol to clean another house for less
money. Take the higher bid. Everytime.

6. You get to call yourself a busines¥ou do have a business license to prove it after
all. Sure, the license only cost about $25 bucks.it® an official document. You're a
business owner.

7. You can't be fired Sure, you can lose a customer or two. But thé isuthere's plenty
more where they came from. With your rates, it widake a real idiot to not hire you. So
quit worrying about your quality. Quit worrying alioyour punctuality. And quit
worrying about your professionalism. Your custonarly care about one thing anyway.
Your customers hired you because you're cheap.

There’s one out there right now. Lurking througluyaeighborhood. Looking for their
next victim. Starting a cleaning business is edsloesn’t take a rocket scientist.
Anybody can do it. And inevitably, anybody doesitdat some point. Keep turning for
proof.
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PULASKI, TENNESSEE -- A woman was apprehended after she escapeddnom
Indiana prison, where she was serving a life seetéor murdering her husband. She said
that she didn't kill the man and that's why she&nbon the run for so long.

Linda Darby, 64, previously of Hammond, was appneleel in Pulaski, Tenn., a small
town about 75 miles south of Nashville, where she taken on a new name and was
working as a cleaning lady.

In 1972, Darby escaped from the Indiana Women%oRrin Indianapolis by climbing
over a barbed-wire fence. For 35 years, she wawk@s Linda Joe McElroy, a
grandmother who baby-sat children and cleaned homes

"Are y'all sure you have the right lady? It's jhstd to believe,"” said Paula Smith, Darby's
neighbor.

Despite her conviction decades ago, Darby deniedbevolved in her husband's death
in 1970 during a jailhouse interview in Tennesgaghorities said her husband was shot
and stuffed into a bag. The house was set ondio®ver up the crime.

"In court, they said he was burned and they samketioing about Molotov cocktails, and
that's something | never even knew how to do," RP&old Nashville TV station WSMV.

"I didn't mean to mislead anybody, but | didn't wempay for someone else's crime.
Police credited Darby's arrest to Indiana's regdotimed fugitive task force. Even

though Darby had no driver's license, authoritiasked her to Tennessee, where she was
living a quiet, normal life.

"It's actually quite easy to be absorbed if thelyadLties from their previous life, which
appears the case in this situation," said Brade®aof the FBI.
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GLASGOW, SCOTLAND -- A drug kingpin who enjoyed a lavish lifestyleilbon
misery and death is running his own cleaning fifterabeing released early from prison.
Heroin boss James Hamill, 48, is the owner of AAFa&kle Clean.

Hamill was recently released after serving halafl8-year prison sentence handed to
him in 1997. He was released on parole after finfgjust $38,000 of his $4 million
drug fortune to authorities.

But the Armani suits of his old life have been esgld with overalls and a high-visibility
jacket, and his $40,000 Mercedes traded for a btaasit van. The four-bedroom
mansion is also gone - home is now a rundown setaietied with an untidy garden.
Hamill is regularly spotted at the wheel of his \@nhe visits commercial and industrial
properties giving quotes for work.

Few potential clients will have any idea he waseoiine biggest heroin dealer in
Scotland. One source said: "Folk won't know who Has They'll probably remember
when told the story but they wouldn't recognizeface or his name. | don't think many
people would be willing to give him work if they &w who he was. They certainly
wouldn't be keen if they had loved ones hookedearoih or dead from using it.

"He spends all his time out on jobs for the firtrs &lmost as if he's afraid to leave
anyone else in charge. He's also paranoid. Hetstilks he's being followed by police
and is always looking over his shoulder."

Hamill was a high-roller with three luxury housesldank accounts in Spain and South
Africa. He thought nothing of flying to Europe fibre evening, just to dine in fine
restaurants. At the height of his reign, Hamilbilied Grampian with high-purity heroin.
Although based in Glasgow, he ran the entire dttagie in Aberdeen and its surrounding
areas.

Police estimated his gang made $6 million a yeard- were responsible for 60 heroin
deaths.
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MESA, ARIZONA -- A registered sex offender was arrested afteeadvhome was
robbed during a house cleaning, police said. Timeehwas recently purchased and being
cleaned so that the homebuyer could move in owewtekend.

About $3,700 worth of property was taken from toene.

“It's pretty scary,” police said of the incidenthd@ cleaners were found by the previous
homeowner on the Internet using Craigslist, amrimgebulletin board notorious for cheap
deals.

Daniel Roman of Phoenix was arrested after he auasd to be in the possession of
stolen goods from the home. Roman has been codvictmerous times, including rape
and armed robbery. The cleaners, which included &pmis wife and granddaughter,
entered the home through the garage using the #eypa

 ROBBERY ARREST

Daniel
Roman

The previous homeowner received a phone call &80t p.m. from the cleaners asking
to be paid in cash at a different location, pofieed. The person was suspicious of the
demand and asked police to check on the home.

Authorities found some items that were missingluding two guns and a laptop
computer. Police also found items moved outsidguding two other guns.

“They were trying to stage a backyard scene”, atiogrto police.

Authorities arrived at the payment location andsfio®ed Roman. Police said he told
them he stole the goods and that they were insgiechicle.

Roman faces three Class 4 felonies, including f therge and two charges of
misconduct with a weapon.
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NAPLES, FLORIDA -- A cleaning woman was arrested over the weekéed @eputies
say she was caught on tape stealing high-end eguipitom a North Naples cell phone
store.

Veronica Kollar was arrested and charged with gtaeft over $100,000.

Reports say store officials began noticing boxethefequipment used to repair and build
bases for cell phone towers were missing from tle¢r&IPCS store. Store officials
reviewed store security video, which showed Kalting the same type of equipment on
six different occasions without permission.

The most recent incident was Friday. accordingpwrts. Kollar entered the store around
5 a.m. to perform her daily duties. While inside Husiness, she removed boxes
containing high-end equipment, according to reports

She was arrested Saturday after deputies pulledvegron a traffic stop for driving a red
Toyota Celica with an expired tag. Deputies learsieel does not have a valid driver’s
license.

Deputies also learned that Kollar is in the U.Sadfungarian passport and should not be
working while here. The company stated that thekweas contracted to Elite Cleaning.
Reports indicate that Kollar registered a busihiessse under Elite Cleaning just two
months ago.
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KIRKSVILLE, IOWA -- Awoman won't be cleaning houses anytime soter aer
arrest on felony charges.

According to court documents, 57-year-old Janeliv&u is charged with felony counts
of receiving stolen property and possession ofrdrotled substance, identified as
methamphetamine.

Reports say that the victim had just hired Sullif@ma house cleaning when his wife
noticed her wedding ring valued at $6,000 was mgsbullivan had just left the home,
but there was no way to prove the theft.

Kirksville police then placed $500 in cash in avenpe at the residence when Sullivan
was due to clean again. After she left, officepgoréed more than one hundred dollars of
the money was missing. The marked bills were faar8ullivan’s possession after the
incident.

Sullivan is being held in the Adair County Jailieu of 25-thousand dollars cash-only
bond
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PITTSBORO, NORTH CAROLINA -- One elderly woman is dead and two others are
injured following an attack at an upscale retirebh@mmunity.

Deputies charged Barbara Clark, 41, with one cobifitst-degree murder, two counts of
attempted murder, and three counts of assaultavtéadly weapon inflicting serious
injury with intent to kill.

| ¥y~

(-
"l can't believe my daughter would go out and sashebody's head,"” said Clark's father.
Investigators say Clark had once worked as a heegsk for two of the women.

g e —————

"It's a very safe area. That kind of thing doekafipen in that area,” said Chatham
County Sheriff Richard Webster.

Clark is believed to have gone over to the apartiteediscuss a money matter. An
argument ensued and according to the sheriff'segfClark pepper sprayed the women
before beating them with a blunt object.

"It was a very ugly scene," recalled Sheriff Wehste

Investigators found Clark near the crime scene @diésday, shortly after the crime
happened. They say she provided them with a deseripf a suspect, but then they
noticed inconsistencies in her story.

Clark’s description of the suspect turned out tddiee. Sheriff Webster added, “As the
day went on, details came to the front that stgpt@dting back to her." Court records
show Clark had been in trouble with the law beforeforgery and larceny.

"She'd been working cleaning houses with elderbppefor a long time," said her father.

7
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ATHERTON, CALIFORNIA -- Investigators are breaking out the bubbly after
arresting a housecleaner and her boyfriend in adiomewith one of the nation's most
brazen wine heists.

According to police records, thieves broke intaatphome and stole 454 bottles of wine
worth $139,000.

The heist — thought to be one of the largest dfiitd — was the work of connoisseurs and
insiders. The criminals removed few lesser-valuettlés and focused on “cult wines”
made in limited numbers, often signed by vintn&rgey left no sign of forced entry.

Last week, after another dozen bottles of wine w6850 each went missing from the
same home. So Atherton detective Sgt. Joe Wadalgtscameras in the restocked cave
and live video feeds went directly to his office.

The maid, 50-year-old Zhi Mua Deng, showed up \uih boyfriend, Xiao Yan Xiang.
Although Deng was not instructed to clean the cthwepair entered. Xiang grabbed a
bottle — then saw the camera and put it back, Vgadke

Two days later, Wade checked the video feed imfiise — and the camera was pointed
toward a wall. “We think he was trying to find gsurce so that he could take the tape
and all the evidence,” Wade said of Xiang. “Theygmioblem was that he wasn't able to
do it before I got his face.”

On Thursday, Atherton detectives confronted Xianfront of his house. With a search
warrant, they found some of the stolen bottlesamneisted Xiang. They asked Deng to
come to the police station, where they arrestedtber

8
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It can happen to anyone. You hired the wrong per8ad you won't know that you hired
the wrong person until it's too late. But there some ways to ensure that your next hire
isn't the next Bonnie & Clyde.

* Ain' life grand ! ™

BN AT Y DEE

Step 1. Conduct a nationwide criminal background se arch. That's how
we do it. And here's how we do it.......... clickt he link below

Criminal Record Search

Step 2. Ask for references. And not just from their best friend. Make
sure that the candidate provides you with at least three previous
employers.

Step 3. Require that your next maid provide you wit ~ h a copy of their
surety bond policy. And make sure that the bond is current. A surety
bond only lasts for twelve months.

If you haven't figured it out yet, hiring your nexbusecleaner has very little to do with
housecleaning.



CHAPTER TWO




! " % ' % 1 n%
$|| . | ||% |)

ST. PAUL, MINNESOTA -- The Minnesota Department of Revenue announasgsi/to

that a couple faces felony tax charges in Anokan@oWilliam Peter McCann, 65, and
Patricia Mary McCann, 63, allegedly filed falseiwidual income tax returns from 2003
through 2005.

During a department investigation, it was discoddtat from 2003 through 2005 the
defendants allegedly received over $140,000 ofai@xiacome that was not reported to
the State of Minnesota.

According to the complaint, the McCann’s owe traestat least $9,750 in income tax for
those years. A full formal audit has not been catgul.

William McCann allegedly admitted that he had bdeimg remodeling jobs since 2002
and had received $25 an hour, even though he ia liwénsed contractor in Minnesota.
He admitted to running a lawn sprinkler servicetfa past four years as well. The

income he received from both of these jobs wasemmdrted on the couple’s tax returns.

Patricia McCann allegedly acknowledged that shevkimer husband was involved in
remodeling and construction projects, and thatitbaey was put into their checking
accounts, but was not reported on their individnedme tax returns. She also admitted
to failing to report that she had received $225wpeek for house cleaning services since
April 2003.

Each felony count is punishable by a maximum sexaten five years in prison, a fine of
up to $10,000, or both.

10



1-,, ! " F
$ $%! 1'%

BEAUMONT, TEXAS -- A housekeeper who tripped over a crack in aedvay while
hauling a bag of rubbish to the curb was awardealyn&27,000 in damages.

Gloria Landry worked as a housekeeper for R.F. DsiBl. for nearly two decades. She
sued him in 2006 after injuring her knee while giug a large bag of garbage.

For 17 years, Landry managed to avoid tripping @sr cracks running through DuBois'
concrete driveway until June 8, 2005. In her diafdry says her part-time employer was
negligent for "failing to maintain his property...an@rn her of the dangerous condition."

Jurors agreed, awarding Landry $12,383.35 in paslical expenses, $9,620 in past
physical pain and mental anguish suffered and $4i81ost wages.

According to Landry's petition, DuBois allowed kiisveway to deteriorate. "It is cracked
and has moved. These cracks are presently allcaving-inch height variance in parts of
the driveway."

While taking the garbage to the street, Landrypggbon the concrete crack. She fell
forward on her face, sustaining bruises both alaoekbelow the eye and on her chin, and
bruised her leg, the suit said.

"Landry was an employee of DuBois," the suit sduBois controlled the days she
worked, her duties, and supplied the tools she.usewry was injured in the course and
scope of her employment with DuBois. DuBois doescaory workers compensation
insurance coverage."

11
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BACK MOUNTAIN, PENNSYLVANIA -- Republican 10th District Congressional
candidate Chris Hackett fired an illegal immigrpatd to clean his Back Mountain home
for the last two years, after discovering this pesékend she could not work legally in
the United States.

Hackett said the woman, who he only knew as “Susigrmed his wife this past
weekend she couldn’t legally work in the Unitedt&a Hackett’s family hired her two
years ago to clean his house about twice a mortipaid her by check.

The woman’s wage wasn't reported to the InternaldRae Service because it was small
enough that he didn’t have to report it, Hackeid.séhe woman was hired independently
by the Hackett family.

“I don’t specifically remember how we got her narbet it was not through a third party

source,” Hackett said. “This is my obligation. Wieeld her. I'm not hiding behind
anyone.”

12
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SACRAMENTO, CALIFORNIA -- (1995) Governor Pete Wilson disclosed that ek ha
employed three part-time housecleaners whose S®ea@lrity taxes he failed to pay.

But the Governor insisted that, as far as coulddiermined, all the workers were either
United States citizens or legal immigrants. He alsid that as far as possible, he had
made good on the missing Social Security paymenferiwarding checks to the Social
Security Administration, with back interest andess®ed penalties.

"I have never intentionally failed to make neceg&wcial Security payments,” the
Governor declared this afternoon in a written steiet, accompanied by supporting
documents. "But | take full responsibility for tleesversights,” he went on, "and have
satisfied my obligations to Social Security."

The total in back payments was about $15,000.

Initially, Mr. Wilson acknowledged having employadnaid in the late 1970's, while he
was Mayor of San Diego, whose Social Security fterfa paid. He said that the maid
had been hired by his wife and that he knew notbintge maid's salary arrangements.
But in any case, he said, every indication wasshatwas a legal immigrant. Further, he
said, he had made a lump back payment on her Seetalrity taxes.

"No report of wages was made to the I.R.S. andaymgnt of Social Security taxes was
made," said authorities from the tax office. “IM¥gilson believes that in most years
Williams only worked 8 or 10 times over the coun$@ year, and Mr. Wilson didn't
realize that was frequent enough to require S&=alrity payments."

13
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ATHERTON, CALIFORNIA -- A woman who spent four years working as a liwe-i
housekeeper and nanny for an Atherton couple §letin federal court against her
former employers today, charging that they violdgdxbr laws by working her 14 hours a
day, six days a week, without overtime pay or bseak

In her suit, Vilma Serralta charged that she wag $&,000 to $1,300 a month to scrub
bathrooms, wash windows, vacuum, mop and dust,0@Square foot home, cook,
serve meals, hand wash china and silver, laundkiran clothes, and bathe, dress and
supervise the couple's young daughter.

Serralta's employers denied the allegations ankihdecdo comment further on the suit.

In an interview, Serralta said she was not famikdah California wage and hour laws,
which require overtime pay for work beyond 40 hoaimseek, and that the family did not
inform her of her rights, as required by law. Saiel she stayed on with the family
because she needed the job and became attaclmedfémmily’s 7-year-old daughter.

The suit asks for unpaid wages, liquidated damageshd penalties, which Serralta's
attorney said could approach $120,000.

14
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EAGAN, MINNESOTA -- A man who ran several commercial residentiahicieg
businesses in the Twin Cities collected paymermis fnis customers over a five-year
period, but failed to remit sales taxes to theest@hat's just one of 22 felony tax charges
that prosecutors have filed against Stephen Edivartters.

Matters faces a battery of charges that also irecfading to pay wage and withholding
taxes over a four-year period, making sales dfteistate revoked his sales tax permit in
2000, and failing to file or pay personal income tie complaint said.

According to the criminal complaint, Matters wae thwner and operator of "My Maid"
and other cleaning services and had sales of stt$22413,906 from 1998 to 2005. He
did not remit sales taxes in excess of $150,0@Bdtate, the complaint said.

An investigation by the Minnesota Department of &awe found that Matters pocketed
nearly $55,300 that he withheld from employeesthagks instead of forwarding the
money to the state. The employees did not receeaitdor Social Security taxes taken
from their checks between 2002 and 2006 becausadney had not been remitted, the
complaint said.

Matters admitted that he collected sales tax frsxhstomers and used the proceeds for
personal expenses. He also admitted that he difll@gersonal income tax for 10 years.

Matters faces three counts of failure to file paedancome taxes, five counts of failing to
pay sales taxes, five counts of failing to pay wage withholding taxes, three counts of
failing to pay individual income tax, three counfssales after revocation of permit, and
two counts of failing to remit sales taxes.

15
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An employee or an independent contractor?

Lots of issues get raised with household help.firkeis whether your hired help is really
an employee or just an independent contractor.|RBeuses Form SS-8 to decide. You
candownload it herdrom the IRS.

Form SS-8 details the various criteria that the I&t&ks at within the law, and the
agency’s focus is on control. Here’s what to thatout:

Someone is an employee if you can control not wiigt work is done but how the work
is done. Whether the worker is part- or full-time@edn’t count. Neither does the fact that
you hired the worker through an agency (unlessrgopaying the agency directly), nor
whether the worker is paid by the hour, day, weelsyathe job. Age doesn’t count,
either.

If you can tell the worker what to do and how arftew to do it, then the worker is your
employee.

Say you hire your next door neighbors daughteatwyksit your kids and do light
housework for four days a week in your home. Yawfate the supplies and equipment
she needs to do the work. She’s your employee, ié'ghie’s only 14 years old. And
that's despite the fact nobody tells a 14-yearvahat to do.

If a worker can control how the work is done, thieat worker may be self-employed. A
self-employed person provides his or her own taals$ offers services to the general
public. Think a gardener using his own lawnmowéheathan the kid next door using
yours.

Someone who performs child-care services for yduemhome is also generally an
independent contractor.

Can the employee work legally?

If your worker is an independent contractor, yobligations are minimal. The worker
gets a gross check, and you don’t withhold anygakialess the worker is doing work for
your trade or business, you don’t have to dihy federal forms.

If you do have an office at home and pay an inddpehcontractor $600 or more for
services related to your business, then you neélbta 1099 MISC with the IRS.
16



If your worker is an employee, go to the next stéagn he or she legally work in the
United States?

When you hire someone to work for you on a regoéesis, you and the employee must
complete Form I-9, Employment Eligibility Verifidgah. (You can accegbe form herg
By the first day of work, the employee must es&bhis identity and employment
eligibility. You don't file the form with any agegcBut you keep it available for review
upon notice by an authorized government official.

Oh, drat that employee withholding
Now that you have an employee, you must withholdi&d&ecurity and Medicare taxes
from his wages. You match those withholdings amditréhem to the IRS.

Total Social Security and Medicare taxes are 158%ash wages. Your employee pays
half, or 7.65%, and your share is the other hatf.$2,000 in wages, that means the total
is $306, and you and the employee each pay $153.

You're also going to have to pay federal unemplayttaxes, as well as any state taxes
due. The 2005 federal unemployment tax is usuall9o(or 0.8% with a credit of 5.4%
if you paid all your state unemployment by April, ZD06) of cash wages up to $7,000
per year. This one comes entirely out of your ptacke

Cash wages don't include the value of food, lodgatgthes or other non-cash items you
give your household employee.

Income tax withholding isn’t required for househblklp. However, you can do so if the
employee requests. You can also make advance pé&yofehe earned income credit
where appropriate.

You use Schedule H, filed with your 1040, to regortl pay these taxes. The Schedule H
and full payment along with your return will all bee on April 17, 2006.

There are some exceptions, and they’re important:
The baby sitter exception.Your baby sitter may qualify for exemption from
Social Security and Medicare tax if she’s under Hjdf she’s your employee
and if baby-sitting is not her principal occupatidime IRS does consider being a
student an occupation. Strangely, you'd be liadndederal unemployment tax if
you paid $1,000 or more in any one quarter. Ttis abplies to the kid who
mows your lawn, sweeps out your garage or walks glog.

The income exceptionln 2005, you don’'t have to payyfederal Social Security
or Medicare taxes if you pay cash wages of less #2400 to any one household
employee. IN 2006, that limit rises to $1,600. ¥mn't count any wages paid to
your spouse or to your child under the age of 21.

17



The unemployment tax exceptionFor unemployment taxes, you avoid any
payment if the 2005 cash wages are less than $inGty calendar quarter. And,
again, wages paid to a spouse or to your child uthgeage of 21 don’t count.

The parental exception.You don’t normally count any wages paid to a paren
(This is, however, subject to exceptions.)

What you have to report to the IRS
If you do have an employee, by January 31, 2006]lyeeed to get an employer

identification number (EIN) and send your emploge#/-2. UseForm SS-40 get your
EIN.

By February 28, 2006, you'll need to file Copy ARdrm W-2 with the Social Security
Administration. (You'll have to call the IRS at D@-829-3676 to get a printed version of
the form)

By April 17, 2006, you'll need to fil&chedule H: Household Employment Tawath
your Form 1040.
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ORANGE COUNTY, CALIFORNIA --

| love my housekeeper. | don't mean that in the thay people say they love their Treos
or their iPods: | greet my housekeeper at the datbra hug and a kiss and we spend the
first few minutes of her arrival gossiping and spiag family stories.

| love her because she's kind, trustworthy, furmy @houghtful. She's a lovely friend. |
just wish she were a good housekeeper.

| wish she got my floors cleaner, figured out a waget rid of that nasty water stain in
my sink and really scrubbed my shower. | wish sidendndows. We hired her after a
nearly marriage-ending series of arguments ovantileess nine years ago. At the time, |
had no idea what to expect and was thrilled justatee someone else cleaning up after
my husband every other week.

| appreciated that for an extremely reasonable fat@uld have another woman sweep
the used dental floss from the bathroom floor. $ welieved that if Hubby refused to
wipe down the sink after shaving, someone else avaihd | think | actually thanked her
in a Christmas card one year for picking up allsbeks and shirts Hubby had strewn
across our tiny apartment.

Now, though, I think it would be nice to not havevlicuum after one of her visits.

But what to do? She's been in my family longer thendog. Longer than my kid, for that
matter. She has a key to my house — a sign oflthesten't even bestowed upon my
mother. So firing her is out of the question.

I've tried telling her directly to do a better jabthis or that — a reminder that only works
for a short time. I've even passive-aggressivétyAmx in the bathtub before leaving the
house. She was nice enough to put the Ajax badK;rbunot sure she used any of it.

| am now officially out of ideas. Stumped.
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Dear Annie: I've had the same cleaning lady for over 20 yeaith no problems until
the last two. Lately, | have been missing jewehy &louses. My husband couldn’t
believe “Corinne” was taking anything until oneha$ expensive gadgets went missing.

We are both in declining health and must have Imethe home, as we cannot do it
ourselves. | know Corinne is taking advantage isf tBhe is an excellent worker, but she
always carries a large purse and it's easy to watkvith things.

What should | do? I'm afraid if | confront her albdlbese missing items, she will quit.
I've hidden my expensive jewelry, but even so, gsicontinue to disappear. Any
suggestions? — No Name, No State

Dear No Name:lt's possible you are mistaken about the steaBodjrst approach
Corinne and say, “I can’t seem to locate my peamiiegs. Can you find them for me?”
This gives her notice that you are aware thingsrassing, and it provides an opportunity
for her to “discover” them without making accusasolf she doesn’'t do so and things
continue to disappear, it's time to find a new nleg person or hire a cleaning service.
We know you are accustomed to Corinne, but appsresite costs more than you
intended to pay.
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CANFIELD, NEW JERSEY -- The woman who foiled a burglary at her home 3éx).
and later learned that her former cleaning lady avasspect, says the situation will
change the way she hires people in the future.

Darlene DeChellis said she never suspected cledemiygloann Douglas of being
involved — until after she helped police arrest Blas’ brother-in-law.

“She was as sweet as pie,” DeChellis said of J@ouglas, adding that she never
suspected Douglas of doing anything improper — aftar the restaurant she owns with
her husband was broken into sometime around NewsrEse.

Joann Douglas had cleaned at the DeChellis honrg etleer Wednesday for about a
year and cleaned at their Italian Cafe every Friday couple of months. After burglars
took cash from the restaurant, they had the lobksged, but promptly handed Douglas a
copy of the new key. “She just never crossed omdsyi' Darlene DeChellis said of

Joann Douglas.

Darlene DeChellis arrived at her home unexpectedé/evening to the sound of
someone stomping around in the upstairs part ohbere. The burglar, later identified as
John Douglas, realized someone was home and fled loack door. Police tracked the
burglar down and discovered that his name was Daluglas, the brother-in-law of
Joanne Douglas. A police detective said that threcoafessed involvement in the
restaurant and home burglary.

Joann Douglas worked for a cleaning company when sffirst provided cleaning
services for the DeChellises’ daughter. Later, Dougs began to work for their
daughter independently of the cleaning companyDarlene DeChellis said she that
when she is ready to hire another person, shefgggoido some background checks.
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If you're going to be a customer, then you neestdd acting like a customer. And once
you start acting like a customer, then you'll sggtting treated like a customer.

Take a peek inside this customer’s head for a Besds. Hearing from a frustrated
person is way better than hearing it from me.....

"l don't like confrontations. | like that my maiekels comfortable with me. I've never
shown disapproval and now that we've been togdtrawo years, | find it harder than
ever to suddenly be the boss."

"Of course I'm more frustrated with myself for knbwing how to fix my relationship
with my maid. After she left ("See you Thursdagrafext, Mr. Mo!") | resigned myself to
breaking up with her by leaving her a message dargéer next visit, then never calling
back to reschedule. Unhealthy, | know, and nonsahsonsidering | was so concerned
about her feelings."

If you were a customer, you could just complainudould complain about anything you
wanted to complain about. Because you're the cuestofmd it's your service provider's
job to make you happy. But you're not a customer.

You're a friend. And you can't go back. You can'bgck to being a customer. You left
the world of customer service a long time ago. @frse, you did hire an individual maid.

She's not a company. No matter what her businedssess. She's an individual. And this
is what happens when you hire an individual.

When you hire an individual, the world of friendglalways overtakes the customer
service world. It's called human nature. And itsvitable.
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It all started on April Fool’'s Day. That's when Twaids & A Mop was born. We had
the customers. We had the employees. And we juest khat we were on our way to
conquering the cleaning industry.

That was before we really knew anything. Becaudealit’'t take long for us to realize that
we had a rough ride in front of us. After a few rtie it was obvious that our business
model needed to change. And change quickly becaeseere losing customers left and
right.

So we asked ourselves a serious question, “Whguwreustomers firing us”? We came
up with one simple answer. Because our employaebstdiare. More specifically, our
employees didn’t care about making our customeppynaOf course, we had never really
given them a reason to care. After all, we werangathem close to minimum wage. And
that's when our famous Pay For Performance plarstgoted. And that’s also when our
company really started to take off.

But them something happened. Some blamed it ohulrecanes. Some blamed it on the
economy. We blamed it on ourselves. Our businedstaated to slow down. And we
needed to figure out why - fast!

Which brings us to the Pay For Satisfaction plae. tdld our customers everyday that we
cared more about their satisfaction than any atleaming business. But we really never
proved it. Sure, our employees got paid based ocustomers’ level of satisfaction. But
our business got paid the same no matter what hagpe

So we decided to put our money where our mouthamdswve became the first cleaning
company in the world to let its customers deterntiveer own cleaning rate. No longer do
we quote prices. No longer do we quote hourly radéisve quote now is our devotion to
customer satisfaction.

Every time we clean your house - you get to pick éhprice. The premise is very similar
to our Pay For Performance plan. We wanted to nsake that our customer’s level of
satisfaction still played a key role in our busseéSo we devised a plan to let customer
feedback determine our cleaning rates.

Each customer is assigned a factor rather thataalgrice. The factor is calculated
based on two factors: how long we plan on cleaaimdjhow often we plan on cleaning.
After you have been assigned a factor, we askdarrgte each housecleaning on a scale
from 1-10. And once you receive your rating, we@ymultiply the rating by your
assigned factor.
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For example, let’'s assume that we assigned a fattht.2 to your home. This factor
typically represents a home that is cleaned eweoywteeks for about two hours. And
let’'s assume that you rate our service a 10. Tleignma that your cleaning rate is $112.
The following chart represents the price of eatimga

Now we've always called ourselves “The Most CustoRmeendly Housecleaning
Company In The World!” But we’ve never really pravie. That is until now.
Trust us - there is no other cleaning company éwtbrld that lets its customers
determine these two things:

We let you determine our employees’ wages.
We let you determine your own cleaning rate.

Customer feedback is the backbone of our busivégbout it, we’'d be just like
everybody else. But thankfully, we have it and wetuch differentthan everybody else.
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