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Rentokil Bed Bug Services Statement of Work (SOW) for NPN 
 

Effective Date: January 16, 2023 
 

Overview: 
• Bed bugs are a major concern to the hotel and its guests.  
• Bed bugs are most often introduced to businesses by hitchhiking on people and objects – personal belongings such as clothing, coats, 

backpacks, and luggage;  incoming supplies and linen vendors; transport equipment; returned goods; and more. 
• Any employee or guest with a bed bug issue at home could unknowingly bring pests into your facility. 
• Once inside your facility, bed bugs can spread quickly. They are expert crawlers and can move rapidly to new areas by crawling. 
• Bed bugs can also climb, but they have a hard time climbing smooth surfaces, such as finished metal objects, tile, porcelain, and similar 

finishes 
• Although you can never fully prevent bed bugs from being introduced to your business, you can take steps to help alert you at the first 

sign of a problem. 
 
Objective: 
To help ensure that a pest-free environment is maintained. 
 
Brief History: 

• Bed bugs were prominent in the United States until the early 1940s, when the use of DDT as a pesticide all but eradicated them. 
• However, in the mid to late 1990s, bed bugs began to have a resurgence in the U.S. Although no one thing led to the bed bug comeback, 

it was spurred by a number of factors: increased global travel, an increase in the popularity of repurposed or recycled items, vigilance 
around pesticide usage, and the growth of urban areas. 

 
Required Procedures: 

• It is critical that we address bedbug infestations quickly.   
• Please become familiar with this Rentokil Bed Bug Services Statement of Work (SOW) for NPN document so you and your staff can 

identify signs of bedbugs and deal with them effectively.   
• The Hotel housekeeping staff should be trained and instructed to immediately report any evidence of a possible bedbug infestation.   

o If bed bug activity or evidence is confirmed by Hotel Staff, the Contact/Escalation Process shall be used to notify Rentokil 
immediately. Please notify the National Accounts Call Center that Bed Bug activity is confirmed and that a Bed Bug Treatment 
will be required. 

o If bed bug activity or evidence is only suspected by the Hotel Staff, but not confirmed, the Contact/Escalation Process shall be 
used to notify Rentokil immediately. Please notify the National Accounts Call Center that Bed Bug activity is suspected, and that 
a Bed Bug inspection is being requested. 

o Hotel shall also notify the National Accounts Call Center if ActiveGuard liners are being requested as part of the treatment 
(ActiveGuard Liners allow for a 90 day warranty on the treatment, and will be installed on the box springs by Rentokil). 

o Provide National Accounts Call Center with:  
 The Room number (s) where a treatment or an inspection is required. 
 The # of beds and size of beds in a Bed Bug service (for inspection or treatment) requested room. Be sure to indicate 

if a “King Size” room has Two (2) twin box springs. 
• Follow the “Treatment Preparation Requirements” in this Statement of Work (SOW) for any room where confirmed bed bug activity is 

present so that Rentokil can immediately begin the treatment process. 
• Be prepared to follow the “Treatment Preparation Requirements” for any room where only a Bed Bug Inspection is scheduled to take 

place, in case Bed Bug activity is found by Rentokil and immediate treatment is required. 
  
Contact/Escalation Process for Bed Bug Services (and other pest related service requests): 
All communications from NPN properties should follow the escalation protocol, as follows: 

1. Rentokil National Accounts Call Center shall be used for any emergency request for service (877-764-0007).   
2. Email shall also be sent to the Rentokil Customer Care Team assigned to NPN: gfmanagementteam@rentokil.com  can be emailed for 

communications for all pest related service requests. 
 

mailto:gfmanagementteam@rentokil.com
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Special Notes on Mattresses and Box Springs:   Under this Rentokil SOP, there is no demand that a Mattress or Box Spring be discarded.  If the 
Mattress and/or Box Spring are either old, torn, heavily soiled or worn from age, it may be considered beneficial to the property to consider 
discarding these items in these cases, but that would be related more to a quality of mattress/box spring decision by the hotel, and is not related to 
the Rentokil SOP of treatment.    
 
Box springs can be and will be treated.  We would address any activity observed on a box spring with the standard treatment protocol.  Rentokil’s 
policy avoids applying any products that contain residual materials is confined to a mattress. Rentokil will carefully inspect and use a vacuum and 
Steri-fab (an alcohol based treatment/application) on any areas of a mattress that would show signs of activity.   In some situations, Rentokil as a 
treatment tool may use steam treatments.   
 
The significant advancement of Bed Bug products and tools for treatment has essentially eliminated the previous protocol requirements to discard 
mattresses and box springs during a bed bug treatment.  
 
Rentokil is responsible for the inspection of the mattress and box spring to help ensure it is Bed Bug free, before the release of a room.  Rentokil will 
apply Steri-fab where and when it is deemed appropriate. The hotel does not need to apply anything during this Bed Bug Treatment process. 
 
 
Rentokil Bed Bug Protect+ (Curative) Field Service Protocol (Instructions for Rentokil Service Team): 
 
Before Service 

• Review the treatment plan with the customer or contact person and give them the opportunity to ask questions. Communicate the re-
entry time and after service activities if necessary. 

• Ensure that the customer preparations are complete before proceeding with the service. In case the preparation is incomplete, document 
the incomplete items and follow company guidelines for rescheduling the service. 

• Instruct the customer to wrap and remove any items that are to be discarded before treatment. 
• Items should be wrapped to prevent any insects from dropping-off during transport. Wrap materials can include large plastic bags, shrink 

wrap, or other material that will prevent drop-off. 
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During Service 

• Inspect the entire treatment area to determine the focal point of the activity (where people are sedentary for significant amounts of time, 
e.g., bed, couch, sleeping area, etc.) and any other areas with activity. 

• Prior to insecticide applications, vacuum all observed bed bugs (live and dead), cast skins, and eggs from the treatment area. Treat used 
vacuum bags with CimeXa and place in a trash bag before discarding. 

• Begin service at the focal point of the infestation; generally, this will be the bed or other sleeping area in an infested room. 
• Best practice and Rentokil policy requires more than one person to move large or heavy objects. 
• Mattresses and other surfaces where direct skin contact is likely may NOT be treated with general use insecticides. Sterifab can be used as 

needed for spot treatments on those surfaces. 
• Mattresses and box springs must be moved, inspected and treated as necessary.  
• Bed frames/headboards must be disassembled and treated with special attention to cracks, crevices, holes and voids. 
• Inspect and treat with appropriately labeled products, areas adjacent to the infestation focal point(s) including baseboards, wall/floor 

junctions, carpet tack strips, electrical outlets and boxes, cracks in walls and floors, items hanging on walls and relevant structural voids. 
• Moving out from the infestation focal point, inspections and treatment should focus on potential harborage areas adjacent to the focal 

point(s), including but not limited to: 
o Night stands & dressers 
o Tables 
o Sofas 
o Chairs 
o Closets 
o Adjoining rooms 
o Windows 
o Door frames 
o Pipe ways 
o Baseboards 
o Wall/floor junctions 
o Carpet tack strips 
o Electrical outlets and boxes 
o Cracks in walls and floors 
o Items hanging on walls 
o Other relevant structural voids 

• Apply CimeXa dust, using an Exacticide Duster, to: 
o Cracks, crevices and voids 
o Crevices in beds/furniture, bed frames 
o Behind wall plugs 
o Under carpet edges 
o Drawers 
o Closet shelving 
o Picture frames 
o Crown molding 
o Door molding/frames 
o Behind baseboards 
o Wall voids (requires written customer consent if drilling is necessary) 
o The Paint Brush Applicator attachment can be used to apply CimeXa to soft surfaces, such as 
o between sofa cushions and crevices in soft chairs. 

• Aprehend bio-pesticide should be applied: 
o To areas where people spend sedentary time 
o As a barrier between bed bug harborages and potential food sources (people, pets) 
o As a two-inch band around the base of the box spring. If an ActiveGuard box spring liner is installed, it will need to be removed if 

Aprehend is to be applied. 
o Along the bed frame 
o Around the perimeter of the head board. 

• Aprehend bio-pesticide should NOT be applied: 
o To the same location that Crossfire is applied 
o To a wet or damp surface 
o To surfaces where people may come into direct, prolonged contact 
o On follow-up or additional visits, to the same surfaces treated during the initial service. 
o Do not allow unprotected people and pets in the treated area(s) during application or for four (4) 
o hours after treatment. 

• Apply Crossfire with a B&G compressed air sprayer to areas of potential harborage, previously listed, that were not treated with dust. 
o Before application, ensure that all food/food surfaces and utensils are covered. 
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o If the spray mist can get into your breathing zone, wear a respirator for your safety. 
o Crossfire is a suspo-emulsion (suspended solid) formulation and requires frequent agitation. 
o When performing a second or additional service, Crossfire should not be applied to the same surface it was applied to on the 

prior service. 
• Aerosols are not required for use. However, they may be used on an as needed basis where other options might be less effective or when a 

pressurized option for deep penetration is desired. Bedlam+ and Phantom II Aerosol are the only approved products. 
• Steri-Fab is not required for use, but may be used to treat insects or eggs on potential skin contact surfaces such as mattresses and 

couches/chairs. 
 
 
After Service 

• Document any preparation requirements that were not completed at the time of service and/or any required prior to the next scheduled 
service (if more than one service). 

• Document the areas where bed bugs were found as well as the approximate number of insects. 
 

Pricing on Services/Products: 
Service/Product Description Price/Room Warranty Room Release Timeline 

Bed Bug Protect+ Conventional 
Treatment Cost/Primary Room 

without purchase of ActiveGuard 
Liners) 

$375  
30 Days without 

Active Guard 
Liners 

4 hours after treatment for minor or moderate 
activity.  If Rentokil does not release the room at 

the completion of the treatment, then a no charge 
follow-up service will be provided to release the 

room.  For safety reasons, re-entry time to a room 
by hotel staff is a minimum of 4 hours. 

Bed Bug Protect+ Conventional 
Treatment Cost/Primary Room with 

purchase of ActiveGuard Liners) 

$375.00 + cost of Active 
Guard Liners (see below) 

90 Days with 
Active Guard 

Liners 

4 hours after treatment for minor or moderate 
activity.  If Rentokil does not release the room at 

the completion of the treatment, then a no charge 
follow-up service will be provided to release the 

room.  For safety reasons, re-entry time to a room 
by hotel staff is a minimum of 4 hours. 

(*) Bug Inspections Only (per room); 
for secondary room inspections - 

Guest Rooms to each side of 
primary room and 1 room across 

the hall of the primary room 

$75.00  N/A Immediately after inspection if the room is 
determined to be Bed Bug free 

(**) Optional Request - Bed Bug 
Inspections (7-10 days after 

Treatment) for Bed Bug Protect+ 
Conventional Treatment Rooms if 
requested by a NPN Property even 
though Room is released 4 hours  

after most Bed Bug Protect+ 
Conventional Treatments. 

$100.00  N/A Immediately after inspection if the room is 
determined to be Bed Bug free 

Heat Chamber Treatment 
$950.00 per standard 

room; $1,150.00 per suite 
room 

30 days 

4 hours after treatment for minor or moderate 
activity.  If Rentokil does not release the room at 

the completion of the treatment, then a no charge 
follow-up service will be provided to release the 

room. 

Active Guard Liners 

Based on Beds in Room                      
Twin = $78 each                                             
Full = $85 each                                     

Queen = $89 each                                          
King = $98 each 

2 Years N/A 
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(*) Should the “Bed Bug Inspections Only” (as defined in above pricing chart) process by Rentokil determine that active Bed Bugs are in an 
inspected room; the $75 inspection fee will be waived if the Hotel is prepared to provide Rentokil access to the Bed Bug active room for immediate 
treatment.  In this case, the $375 treatment rate would then apply.  Should Rentokil be required to schedule the room treatment for the next day, 
or a specified requested day by the hotel, then the $75 inspection fee would apply along with the $375 treatment fee. 
 
(**) The Bed Bug Protect+ Conventional Treatment is a one-part treatment.   We will not proactively schedule a follow-up service after treatment if 
the room is released by the Rentokil Specialist at the end of the service.  For safety reasons, re-entry time to a room by hotel staff is a minimum of 4 
hours. 
 
ActiveGuard Box Spring Liners: 

 
• Permethrin-impregnated liners 
• Kill bed bugs after contact 
• Affects feeding and reproductive capabilities at sub-lethal levels 
• Permethrin in liners last for two years 
• Installed on Sofa-beds or roll-away beds, but it will be Installed on the box spring only, not a sleeping surface. 

 
 
Warranty period for Bed Bug Protect+ Service Treated Room: 

• Standard Warranty (applies if Client does not purchase/use the box spring ActiveGuard liner) = 30 days 
• Extended Warranty (applies if Client does purchase/use the box spring ActiveGuard liner) = 90 days 

 
 
 
Guest Considerations for NPN Properties: 
It may be necessary to move a guest to another room in response to a guest or staff report of bed bug or pest activity before your pest elimination 
service provider can visit the property within the required 5 days of our call for inspection of rooms. In this event if we are reasonably convinced that 
bed bug activity might be present then to protect our guests and as a measure to prevent infestation of another guest room we should offer to clean 
their belongings in advance of moving the belongings into another room. 
 
The following will only apply to secondary rooms that are required to be inspected as a result of your pest elimination service provider completing 
treatment to an adjoining primary room. When your pest elimination service provider is required to inspect occupied rooms: 

• Notify the guest that we are doing preventive pest control inspections in their room. 
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• The occupied guest room (applicable to secondary rooms or inspect only rooms- primary rooms will not be treated if occupied) and the 
guest’s belongings should be inspected by your pest elimination service provider.  We must have the guest’s OK to examine their 
belongings, and this is a tricky area, so be very considerate. We must accompany the service specialist while they complete the inspection, 
and we should communicate this assurance to the guest accordingly.  

• If their belongings are infested, we tell the guest that pests (we do NOT mention bedbugs) have been found in their belongings and offer to 
clean/treat them in order to eliminate the pest.  This room now becomes a primary room. 

• If the guest’s belongings are infested, they should not be relocated to a new room until the belongings are cleaned or treated, so we have 
to act fast. 

• An infested room cannot be treated as a primary room until it is vacant.  
• We do not indicate that this guest may have brought the pests to the hotel. 
• Move them to a new room only after your pest elimination service provider inspects their belongings and determines they are not already 

carriers, or their belongings have been cleaned.   
 
 
Hotel Bedbug Inspection Protocol: 
 
High Risk Properties - Regular, careful inspection of the areas of the guest rooms most likely to show signs of bedbugs will help catch infestations at 
an early stage, and avoid the negative impact caused by guest complaints. 
 
Frequency - The critical areas of guest rooms should be inspected every three months. 
 
Tools required - Two people are needed to be able to safely remove headboards and turn over mattresses 
A strong flashlight is essential to be able to properly inspect the box spring and cracks and crevices in which bedbugs hide. 

 
Signs - Look for the black spots left by the bugs, as well as live bugs. The babies (nymphs) are very small and 
hard to see, pale in color and smaller than a tiny ant. 
 
 
 
 
 
 
 

Process 
 
Bed - Remove sheets and blankets; inspect seams and edges of mattress and box spring. Pay attention to the places where the black cover is 
attached to the box spring. Lift edges and use flashlight to examine seams 
Flip box spring and use flashlight to inspect seams and crevices 
Remove headboard and examine joints, screw holes, seams, and the 
bracket holding it to the wall 
 
Nightstand and chairs - Flip over and use flashlight to examine seams and 
joints. 
 
Wall hangings (pictures, sconces) - Use flashlight to examine behind these 
items. Conduct a visual inspection of carpet edges, curtain rails etc. 
 
If you find anything that you suspect might be a concern, place the room 
out of service and inform your manager 
  
Low risk properties -For properties that have a low experience of bedbugs 
(less than two rooms in the past 12 months) a reduced program may be 
adopted at the GM’s discretion and with approval from the RVP 
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Identifying A Bed Bug Issue: 
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Where you might see them: 

• Bed bugs are most likely to appear in sleeping areas and high-traffic areas where humans are present. 
• Sleeping areas are the primary location where bed bugs will be found. 
• Gathering areas – break rooms, lounges, reception areas, lobbies with soft furniture, or areas where people relax – can be hot spots for bed 

bug activity. 
• Locker rooms and employee personal belonging storage areas are especially susceptible to bed bug activity. 
• Holding areas or frequently traveled routes for goods, supplies, and equipment may also be prone to bed bug activity as the pests can 

hitchhike on things such as incoming goods, vacuums, carts, etc. 
• Bed bugs hide in gaps, voids, cracks, and crevices, such as in furniture, wall voids, and spaces in decorative items. If a credit card can fit in the 

gap, a bed bug can as well. 
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Navigating Customer Issues: 
 
Bed bug incidents involving customers can be complicated, due to the risk of litigation. It is critical that your organization work with your 
operations and legal teams to establish the best protocol for your facility based on your organization’s policies and local and state legislation. 
 
Rentokil provides these suggested guidelines for handling customer or resident issues based on our years of experience. 
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Rentokil Bed Bug Services  - Summary of Directions for Hotel Property – NPN 

 
Effective Date: January 16, 2023 

 
Required Procedures: 

• It is critical that we address bedbug infestations quickly.   
• Please become familiar with the Rentokil Bed Bug Services Statement of Work (SOW) for NPN document so you and 

your staff can identify signs of bedbugs and deal with them effectively.   
• The Hotel housekeeping staff should be trained and instructed to immediately report any evidence of a possible 

bedbug infestation.   
o If bed bug activity or evidence is confirmed by Hotel Staff, the Contact/Escalation Process shall be used to 

notify Rentokil immediately. Please notify the National Accounts Call Center that Bed Bug activity is 
confirmed and that a Bed Bug Treatment will be required. 

o If bed bug activity or evidence is only suspected by the Hotel Staff, but not confirmed, the Contact/Escalation 
Process shall be used to notify Rentokil immediately. Please notify the National Accounts Call Center that Bed 
Bug activity is suspected, and that a Bed Bug inspection is being requested. 

o Hotel shall also notify the National Accounts Call Center if ActiveGuard liners are being requested as part of 
the treatment (ActiveGuard Liners allow for a 90 day warranty on the treatment, and will be installed on the 
box springs by Rentokil). 

o Provide National Accounts Call Center with:  
 The Room number (s) where a treatment or an inspection is required. 
 The # of beds and size of beds in a Bed Bug service (for inspection or treatment) requested room. Be 

sure to indicate if a “King Size” room has Two (2) twin box springs. 
• Follow the “Treatment Preparation Requirements” in the Rentokil Bed Bug Services Statement of Work (SOW) for 

NPN for any room where confirmed bed bug activity is present so that Rentokil can immediately begin the treatment 
process. 

• Be prepared to follow the “Treatment Preparation Requirements” for any room where only a Bed Bug Inspection is 
scheduled to take place, in case Bed Bug activity is found by Rentokil and immediate treatment is required. 

. 
 
Contact/Escalation Process for Bed Bug Services (and other pest related service requests): 
All communications from NPN properties should follow the escalation protocol, as follows: 

1. Rentokil National Accounts Call Center shall be used for any emergency request for service (877-764-0007).   
2. Email shall also be sent to the Rentokil Customer Care Team assigned to NPN: gfmanagementteam@rentokil.com  can 

be emailed for communications for all pest related service requests. 
 

Special Notes on Mattresses and Box Springs:    
 Under this Rentokil SOP, there is no demand that a Mattress or Box Spring be discarded.   
 If the Mattress and/or Box Spring are either old, torn, heavily soiled or worn from age, it may be considered beneficial 

to the property to consider discarding these items in these cases, but that would be related more to a quality of 
mattress/box spring decision by the hotel, and is not related to the Rentokil SOP of treatment.    

mailto:gfmanagementteam@rentokil.com
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