
The Cleaning Accountability 
Framework (CAF) is an independent 
entity comprised of representatives 
from across the cleaning supply chain. 

CAF’s objectives are to:

• identify best practice tendering 
and compliance approaches in 
the cleaning industry that support 
quality-focused cleaning services, 
fair wages and labour standards;

• recognise stakeholders who 
have implemented best practice 
standards.

CAF acknowledges that all participants 
(cleaning companies, tenants, facility 
managers, property managers and 
owners) in cleaning supply chains have 
an active role to play in lifting standards 
in the cleaning industry.

Accordingly, CAF has developed a 
site certification scheme focussing 
on cleaning in the commercial and 
retail property industry in Australia. Its 
purpose is to:

• support sustainable business 
models and responsible contracting 
practices;

• help site owners and investors 
manage risk;

• assist tenants by ensuring they 
benefit from quality cleaning 
services; and

• improve the employment conditions 
of cleaners. 

The certification scheme is comprised 
of two elements:
• CAF membership; and
• site certification.

CAF membership is open to all 
participants in a cleaning supply chain.

As part of the certification scheme, 
property owners can seek to certify 
specific sites or properties in their 
portfolios to a CAF standard. In 2017, 
CAF is going to pilot the three-star 
standard.

CAF’s three-star standard has already 
been tested at a small number of 
commercial sites in Sydney and 
Melbourne. 

Facilitated by the Fair Work 
Ombudsman, cleaning companies, 
facility managers and property 
owners worked collaboratively with 
an independent auditor to review the 
three-star standard and their practices. 

As a result of this process a number of 
positive changes have already been 
made to the scheme and three-star 
standard.  

BACKGROUND
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In order for CAF to be accessible to the 
industry as a whole, we are looking to 
test the requirements with a broader 
range of stakeholders during a pilot 
phase throughout 2017. 

The purpose of this pilot phase is to 
collaborate with industry to:

• ensure that the elements of the 
three-star standard are clear to 
cleaners, property owners, facility 
managers and cleaning companies; 

• trial CAF’s approach to auditing and 
compliance across different sites; 

• gain a clearer picture of the costs 
of implementing the certification 
scheme more broadly; 

• further develop and refine the 
certification scheme, procurement 
toolkit (e.g. the pricing schedule), 
worker engagement resources (e.g. 
mobile application for reporting 
breaches), and compliance and 
auditing tools based on participants’ 
feedback;  

• develop an evidence base to 
demonstrate CAF’s impact using 
measures such as employee well-
being and tenant satisfaction; and 

• develop the four and five-star 
standards recognising better and 
best practices within the cleaning 
industry.  

At the conclusion of the pilot, CAF will 
have:

• refined the certification scheme 
including the three-star standard; 

• developed and commence testing 
the four and five-star standard; 

• refined the auditing process 
including establishing a panel of 
auditors; and 

• certified those sites who have 
demonstrated the three-star 
standard during the pilot.

PILOT OBJECTIVES
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Pilot participants have the opportunity 
to influence the development of CAF’s 
certification scheme to ensure that it 
meets their needs and the needs of the 
entire cleaning industry. 

At the conclusion of the pilot, sites that 
have met the three-star standard will 
be awarded with the CAF three-star 
rating. Certified pilot sites will keep their 
certification for three years, subject to 
annual ‘health checks’. 

Pilot participants will also have the 
opportunity to shape the substance of the 
four and five-star standards.

A certified site will set property owners, 
associated cleaning contractors and the 
site itself, apart from competitors.

For property owners, CAF helps to:
• ensure that entities aren’t inadvertently 

supporting unlawful labour practices;

• minimise time spent assessing tenders 
and managing contracts; and

• drive the delivery of cleaning services 
that attract and retain tenants.

For cleaning contractors, CAF:

• contributes to a sustainable future for 
the cleaning industry by balancing 
price and performance instead of 
rewarding ‘rock-bottom’ pricing; and

• recognises those participants that are 
adopting better and best practices 
within the cleaning industry.

For cleaners, CAF:

• helps drive the improvement of labour 
standards and workplace compliance.

KEY ELEMENTS OF PILOT

The pilot will run throughout 2017.
Property owners are invited to 
nominate sites for inclusion in the pilot. 
Cleaning companies, tenants and other 
participants in the cleaning supply 
chain are invited to suggest sites and 
owners that may be keen to participate 
in the pilot. 

Sites that are mid-contract as well 
as those going out to tender can be 
accommodated in the pilot. The three-
star standard can be applied against 
existing contractual arrangements 
and/or implemented through tender 
processes.

CAF will accept additional nominations 
for pilot sites in the first half of 2017. 
However, CAF is asking property 
owners to nominate sites now to assist 
in planning so that CAF can commence 
testing as soon as possible. 

Pilot participants will be asked to:

• become a CAF member by 
agreeing to the CAF Code of 
Conduct and paying a pilot 
participation fee;

• work with CAF to implement 
the three-star standard on a site 
including the completion of an audit;

• engage workers in CAF;

• support CAF’s research and tool 
development; and

• provide feedback throughout the 
pilot.
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PILOT PARTICIPATION 
FEE

Pilot participants will be asked to pay 
a pilot participation fee of $5,000 (GST 
not applicable) for each site included in 
the pilot. This fee will:

• cover the cost of the site audit;

• help CAF finalise the design of its 
certification scheme during the 
course of 2017;

• fund research and improvements 
during the pilot;

• assist with other costs  in anticipation 
for launch such as branding, 
marketing and updating CAF’s 
website. 

BECOMING A CAF 
MEMBER

CAF membership is open to all 
participants in the cleaning supply 
chain. It requires agreeing to the CAF 
Code of Conduct and paying an 
annual fee based on an entity’s annual 
turnover.

The CAF Code of Conduct sets out 
CAF’s core principles, including:

• respect and dignity for cleaners;

• freedom of association;

• workplace safety;

• reasonable workloads;

• recognition of stakeholders who 
adopt wages and conditions that 
are above minimum standards; and

• reasonable contract prices.

Being a CAF member demonstrates a 
commitment to sustainable cleaning 
services and also provides access to:

• CAF tools such as the CAF pricing 
schedule;

• advice from CAF;

• a quarterly email newsletter/update;

• CAF outreach/information sessions;

• voting rights (subject to CAF’s rules); 
and

• marketing opportunities by way of 
identifying as a member of CAF.

The first year of CAF membership 
fees will be waived for CAF Advisory 
Group members, pilot participants and 
existing financial supporters of CAF.
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ENGAGE WORKERS

A distinguishing feature of CAF is 
the involvement of cleaners in the 
certification process. 

It’s a requirement that workers be 
educated about CAF standards and 
involved in its implementation so that 
they can provide reliable verification 
that CAF standards are being met on 
site. 

This engagement includes an Annual 
Education Meeting (jointly convened 
and run by the owner/facilities 
manager, cleaning contractor and 
United Voice) and other elements set 
out at item 6 in the three-star standard.

The CAF Worker Involvement Protocol 
details the principles and practices 
associated with this element of the 
standard and includes a consent form 
for cleaning contractors to complete.

United Voice has developed a CAF 
Worker Engagement Guide that 
includes a range of resources to 
support the joint implementation of the 
worker engagement element of CAF. 

As outlined below, at the 
commencement of the pilot, owners 
and cleaning contractors will be invited 
to meet with United Voice to discuss 
how workers can best be engaged on 
their site.

GUIDE TO THE PILOT

CERTIFYING A SITE

Pilot participants will be required to 
run through the three-star certification 
process on their nominated site. 

This involves working collaboratively 
with CAF and the cleaning supply 
chain participants on the site to 
review the site’s practices in order to 
demonstrate the site’s compliance with 
the three-star standard. 

This will also involve having the site’s 
cleaning supply chain audited by an 
independent auditor engaged by CAF. 

During the pilot this will involve the 
auditor visiting the site and/or the 
premises of the owner/facility manager 
and cleaning contractor at agreed 
times.

The auditor will provide a report to CAF 
advising on whether the standard has 
been met. Please refer to the privacy 
statement at the end of the three-star 
standard clarifying what information 
is provided to CAF in the audit and 
specifying how this information will be 
used.
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RESEARCH AND TOOL 
DEVELOPMENT

A team from the University of 
Technology Sydney’s Centre for 
Management & Organisation Studies 
(CMOS) will lead a research program 
which will run concurrently with the 
pilot. This research program will focus 
on:

• the development of a best practice 
approach for a labour standards 
certification scheme for the cleaning 
industry in Australia;

• the identification of any gaps in 
the scheme and development or 
refinement of CAF resources and 
tools; and

• the development of an evidence 
base to assess the effectiveness 
of a labour standards certification 
scheme (CAF) in the Australian 
cleaning industry.

The research program will likely involve 
case studies (including stakeholder and 
workplace interviews) and the use of 
surveys. 

Where approached by UTS, we would 
appreciate your help in facilitating this 
research taking place at your sites. This 
research program will help to identify 
any gaps in CAF and develop or 
refine CAF procurement tools, worker 
engagement resources and audit and 
compliance tools, in order to ensure 
that the certification scheme is credible, 
workable and ‘market ready’. 

Research will be conducted with 
the consent and cooperation of 
participants (including owners and 
contractors). Strict ethical standards 
and privacy and confidentiality 
obligations will apply.

FEEDBACK & 
FACILITATION ROLE 
OF THE FAIR WORK 
OMBUDSMAN

CAF’s pilot phase will be facilitated 
in collaboration with the Fair 
Work Ombudsman. Staff from the 
Ombudsman will be involved in 
initial meetings with owners, seeking 
feedback and reviewing the progress 
of the pilot. 

CAF will actively seek your feedback 
throughout the pilot. This feedback 
will be used to ensure that CAF meets 
your expectations and can be easily 
adopted throughout the industry. We 
appreciate you taking part in helping 
to shape the CAF certification scheme 
and process. 
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TIMING AND THE PHASES OF CAF’S PILOT

CAF’s pilot will be broken up into five phases with distinct goals. These phases are indicative 
only at this stage and are intended to help you with your planning processes. 

GUIDE TO THE PILOT

NOVEMBER 2016 – JANUARY 2017 
Phase I - Launch and pilot design phase – participants to confirm sites, seek any further 
information from CAF, hold an initial planning meeting (if participating in audits during phase 
II), and attend an initial feedback session (convened by UTS). The purpose of this phase is 
for participants to finalise the nature of their involvement in the pilot and make clear what 
they would like out of the pilot process, as well as to finalise the pilot design, phases and 
implementation plan.    

FEBRUARY 2017 – APRIL 2017
Phase II – Initial audits – audit to be undertaken of three or more commercial CBD office 
buildings and worker engagement element to be tested. The purpose of this phase is to trial 
worker engagement  with CAF and ensure that a CAF auditor is able to adequately assess the 
three-star standard, to provide feedback to the auditor on this process, and make any further 
improvements to the standard and the audit process. A feedback session will be held with 
participants. 

MAY 2017 – JULY 2017
Phase III – Further audits and CAF research – a further tranche of buildings will undergo 
auditing (including the first retail sites). In partnership with UTS, research will be undertaken 
to assess CAF’s impact on measures such as employee and tenant satisfaction and to review 
the operation of the certification scheme. The purpose of this phase is to begin testing the 
three-star standard in retail sites, continue testing in commercial CBD office buildings, and build 
the evidence base for assessing CAF’s impact. CAF may also choose to test the auditing of a 
subcontractor from this phase onwards.

AUGUST – OCTOBER 2017
Phase IV – Further audits, research, and best practice tender approaches – audits on 
commercial and retail sites will continue, as well as CAF research. A particular focus will be 
placed on trialling CAF in sites that are undertaking a tender and including CAF requirements 
as part of these tender processes. The purpose of this phase is to test the inclusion of CAF’s 
standards as part of tender processes, and to develop and refine the suite of best practice 
procurement tools, worker engagement resources and audit and compliance tools that CAF 
will provide to members. 
 

PHASE V - NOVEMBER - DECEMBER 2017 
Conclusion and review – all remaining audits are to be concluded by November 2017. A final 
stakeholder meeting will be held with pilot participants, the Fair Work Ombudsman and UTS.
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PROCESS ONCE YOU HAVE NOMINATED A CAF SITE FOR 
PILOTING
Once you have nominated a site/s to formally include in the pilot, the following processes will 
occur:

STAKEHOLDER MEETING – 
CAF’s Executive Officer will arrange a stakeholder meeting to include the owner participating 
in the pilot, Fair Work Ombudsman, and United Voice. The purpose of this meeting is to ensure 
there is a shared understanding of CAF and the expectations and responsibilities of each 
stakeholder, answer any outstanding questions, talk through the process of the audit and for 
United Voice to go through the worker involvement resources in the CAF Worker Engagement 
Guide.

INITIAL SITE MEETING – 
CAF’s Executive Officer will arrange an initial site meeting to include the owner/facilities 
manager, cleaning contractor/s, Fair Work Ombudsman, and United Voice. The purpose of 
this meeting is to answer any outstanding questions, talk through the process of the audit and 
the plans for implementing the worker involvement element of the CAF three-star standard at 
the site. The owner may wish to send a representative to the meeting who will be the main 
contact for the pilot.

WORKER ENGAGEMENT REQUIREMENT – 
United Voice will contact the owner/facilities manager and nominated representative of the 
cleaning contractor to agree on a time/date and other arrangements for the CAF Annual 
Education Meeting. They may arrange to meet as required in advance of the Annual 
Education meeting being held. 

AUDIT ARRANGEMENTS TO BE MADE – 
CAF’s auditor will make contact with the owner and cleaning contractor to discuss timing and 
arrangements for the audit. They will arrange to meet one month prior to the audit to ensure 
that the required information is available as soon as the audit is begun. 

PREPARATIONS FOR AUDIT – 
the owner/facilities manager and cleaning contractor will be asked to produce the required 
information for the audit (including completion of the CAF pricing schedule). Any queries in 
relation to the pricing schedule or other elements of the audit should be directed to the auditor.

AUDIT UNDERTAKEN – 
CAF’s auditor will undertake an audit against the three-star standard. This will involve sites visits 
and/or head office visits at times agreed with the owner/facilities manager and contractors. 

AUDIT RESULTS PROVIDED TO CAF – 
the results of the audit will be provided to CAF in the form of an audit report (and in 
accordance with CAF’s privacy statement). CAF will then make a decision on certification.
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PILOT GOVERNANCE

The day-to-day administration of 
the pilot will be carried out by CAF’s 
Executive Officer.  The operation of 
the pilot will also be reviewed by a 
pilot reference group comprising of 
CAF’s Executive Officer, the Fair Work 
Ombudsman, JLL, United Voice and 
UTS.

CAF’s Standards Subcommittee will 
continue to make decisions on the 
design of CAF’s CAF’s certification 
scheme including the standards during 
the pilot.

Both these bodies will report to CAF’s 
Steering Committee. Additionally CAF’s 
Advisory Group will be informed of key 
developments and given opportunities 
to provide input.

Recommendations as to whether 
to certify a CAF site will be made 
by a Certification Advisory Panel 
to CAF’s Steering Committee. The 
Advisory Panel will comprise five 
members drawn from CAF’s Standards 
Subcommittee. 

During the pilot phase all decisions 
as to whether to certify a site (and 
any disputes) will be made by CAF’s 
Steering Committee. 

YOUR SUPPORT AND 
OUR EXPECTATIONS 

The purpose of the pilot is to work 
collaboratively to strengthen the CAF 
certification process. 

Throughout the pilot, CAF and the 
FWO will: 

• provide guidance and detailed 
information to pilot participants;

• gather information to assess the 
progress of the pilot; and

• make adjustments to the CAF 
certification scheme, Code of 
Conduct and accompanying tools.

In addition to the obligations set 
out above, we ask that participants 
undertake the pilot in the true spirit 
of collaboration by raising issues 
encountered in a timely manner, 
assisting the research program where 
possible and testing the requirements.
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KEY CONTACTS

The key contact for participants during the pilot is: 

POONAM DATAR
CAF Executive Officer
Email: ceo@cleaningaccountability.org.au
Phone: 0417 794 323

Once CAF has procured the services of an auditor, their contact details will be provided to you 
so that they can answer any questions about the audit process (including the use of the CAF 
pricing schedule). 

Please confirm with Poonam Datar as soon as possible which buildings you would like to 
include in the pilot.

ATTACHMENTS TO THIS GUIDE

Attachment A: CAF’s Three-Star Standard
Attachment B: CAF’s Pricing Schedule and Guidance (only available electronically)
Attachment C: CAF Worker Engagement Protocol 
Attachment D: CAF Membership Form (including CAF Code of Conduct)
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