
KEY PERFORMANCE 
INDICATORS
To Drive Profits & Success In The Home Cleaning Industry
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What Numbers Signify Success

It can be easy to get overwhelmed by “The Numbers”. But by focussing on Key 

Performance Indicators or KPIs  you can keep a pulse on your business without being 

overwhelmed. These KPIs  all work together to give you a bird’s eye view of where your 

business is now, and forecast where it is going. 
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Client Churn
01
This KPI is critical in predicting your current and future success. 

Implications:
Low client churn helps increase the lifetime value of your 
clients. You should do everything in your power to reduce 
churn. Measuring client satisfaction and delivering on promises 
are critical.

Quick Formula 100/churn=average months you service a 
client

100/1.97=50.8 months
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Revenue/Job
02
This KPI is important to keep track of as it helps you predict 
the value of each client, and help you forecast revenue goals.

Implications:
Higher revenue per job trends predict better returns on each 
labor hour you have available and also helps predict the 
lifetime value of your clients. This number needs to  track to 
Rev/Job hour for it to create the most value in your business. 
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Jobs Per Week
03
Client counts are great, and you can see we have that here. But 
how many jobs you are doing is even more important. 

Implications:
You can grow jobs by adding more customers or increasing the 
amount of cleaning existing customers receive. Knowing this 
number helps you plan staffing as well. For most 8-9 J/W will 
need 1 additional employee. 

Formula: J/W *52/12=Jobs/month 
Jobs/Month / Recurring Customers = Cleans Per Month
(222*52)/12=962 jobs per month
962/551=1.75 cleanings per month
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Client Lifetime Value
04
Maybe this number should be upfront. But it takes some math 
to get here. In the future, this will be built into Maid Central’s 
forecasting and reporting so you will know it at a glance.

Formula: Average Months  * Rev/Job * Jobs/month

50.8 * $166.29 * 1.75=$14,788

So what has the most impact on Client Lifetime Value?
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Efficiency
05
Efficiency measures how well you schedule your jobs, and how 
well your people use their time. It is only measuring how much 
time a technician spends cleaning versus unproductive time 
such as office, drive, breaks, or other time between jobs. . 

Implications:
Improving efficiency will allow you to schedule more revenue 
per day and improve your return on human capital. However, 
you can still be way over labor budget even with high efficiency. 

This does not account for employees exceeding budgeted times 
on jobs. You can still be efficient and be losing money.
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Productivity
06
Productivity is a measure of how closely your allowed cleaning 
hours are to how long your technicians take to clean a job.  

Implications:
I want my productivity to be 100% or above for all of my jobs 
and employees. I am always looking for variance from allowed 
hours. Another thing we do is make sure we are accounting for 
employees who are fast and who are slow. You can sometimes 
be underbid on properties you are hitting your allowed hours, 
because you have a fast employee on it. Normalized hours helps 
you recognize this. 

#
#
#
#


Productivity
06 -Continued
We measure productivity at the individual job level and the 
technician level. That is how we create normalized times. 

Implications:
High productivity is great as long as it is tied to both high quality 
scores, and high efficiency. It is possible to lose all the economic 
benefit of high productivity by creating inefficient schedules, or 
by technicians that don’t use their time well between homes. 
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Quality Measurement
07
Constantly measuring customer delight is critical. 

Implications:
It does not matter what scoring measurement tool you are 
using, or the format, but you should be measuring every 
cleaning visit. The higher the response rate the better the data 
will be. 

You want to be able to tie this to every job, and every employee. 
You want to see trends and be able to react quickly to 
customers that are dissatisfied. In fact there are studies that 
show that clients are much more loyal to companies when they 
had a negative experience that was promptly addressed. 
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Quality Measurement
07 - Continued
What good is this data if it is not readily available. 

Quality measurement needs to be a KPI that is available to 
every employee from leadership, dispatchers, and 
technicians. 

QUICK TIP
Quality scores need 
to live everywhere. 
Quickly seen on job 
boards and 
employee portals
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Quality Measurement
07 - Continued
Perceived quality is directly related to meeting client 
expectations. And meeting those expectations consistently is 
how you lower client churn and increase the lifetime value of 
that client. 

Consistency is probably the number one key to meeting 
expectations. Giving clients the same team, on the same day, at 
as consistent of a time as possible. Even if you don’t promise any 
of those things, we have found them to be the keys to retaining 
clients long term. 

#
#
#
#


Employee Turnover
08
When you are focussed on creating profs in your business, you 
can turn those profits into increased employee pay, benefits, 
and engagement. 

I am laser focussed on hiring the right people and keeping them. 
The first 30 days are critical. While some companies like to 
exclude this number from their turnover, it is my number one 
measure of success in hiring and retaining great people. 

The cost of getting this wrong is way more expensive than you 
can even imagine and is tied to all of the other metrics you are 
trying to influence. 
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Problems to solve

1
Most businesses do not collect this data in a 
usable format. You need to be capturing 
granular data at the client, employee, and 
business unit level. 

2
Even if the data is captured, it is 
cumbersome to create reports that allow 
you to understand the health of your 
business

3
Data is only as good as your understanding 
of what it means and how it relates to the 
results you are trying to achieve. 

4
Most businesses have no way to act on the 
data to improve results in the future. They 
have no forecasting models or tools that 
allow them to easily act on the data they 
collect.
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Maid Central
Solves These
Problems & More
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Thank you.
Or visit MaidCentral.com to schedule a one on one demo 
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