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Arlington Animal Services Center Volunteer Program
    
The Arlington Animal Services Center Volunteer Program was established in April 2009 to support the City’s mission “to enact the will of the people through their active, inclusive participation and to provide the services they demand in a quality, cost effective manner”. In January 2009, a new, state-of-the-art Animal Services Center (ASC) opened with the goal of providing a full-service, sustainable facility with minimal impact to the city budget. Facing significant resource limitations, the City purposed to create a robust and sustainable Animal Volunteer Program.  In less than a year, this initiative has yielded 326 trained and engaged volunteers. These dedicated volunteers enhance the community through their passion for animals while tangibly leveraging limited shelter staff resources.

     
The City of Arlington, Texas is a community of over 370,000 citizens located in the heart of the Dallas/Fort Worth metroplex. Arlington is the seventh largest city in Texas and the 54th largest in the United States. Special attractions include the Texas Rangers Major League Baseball, Six Flags Over Texas, and the Dallas Cowboys’ premiere $1.3 billion stadium and 2011 Super Bowl site. Arlington is a vacation destination for more than 6 million visitors a year. 
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As a progressive, growing city, Arlington envisioned the need to replace the old, deteriorating animal shelter. The new ASC provides care for over 13,000 homeless animals entering its doors each year with shelter, food, water and on-site veterinary care. In November 2008, in an effort to determine the level of staffing required to meet the demands for the new shelter, an audit was requested by the Mayor and City Council. This audit provided an overall analysis of staffing within the ASC.  Based on audit fieldwork conducted during October and November 2008, the City Auditor’s Office concluded that current staffing resources at the ASC were inadequate.  

The following staffing recommendations were reported:
· Add one additional Customer Service Agent within the Administration section
· Add one Administrative Assistant within the Administration section
· Add two additional Code Compliance Officers (CCOs) within Kennel Operations
· Provide additional funding for part-time kennel employees
· Maintain field staffing at the current level
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The ASC scheduled 184 hours per week (administration, field and kennel) of additional assistance from the Code Compliance Division to provide temporary relief for the staffing shortages at ASC. The shelter also utilized contract labor employees to satisfactorily perform basic kennel cleaning and animal feeding duties. However, budgetary restraints prevented hiring of additional ASC staff. The new state-of-the-art shelter operated with a staff of 23 full time employees and 10 casual volunteers. In order to increase the number of volunteers, an innovative plan was developed to attract, train and retain citizen volunteers who were passionately committed to the Mayor’s charge to promote animal wellness and responsible pet ownership.  The challenge of coordinating this initiative was given to the Community Services Educator.  The first training meeting of 61 potential volunteers was held on Thursday, April 30, 2009. Once a volunteer passes their background check and has completed the four hour orientation, they are approved to work in an area of their choice at the shelter.  Volunteer orientations are held at least once per month. The needs of the program were designed by the city’s newly-appointed Community Services Educator, Chris Huff, who was previously employed as the Arlington Animal Services Manager.  
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The ASC is open Monday through Friday from 10 a.m. until 6 p.m. and on Saturday from 10 a.m. until 4 p.m.  Volunteers have shown interest in participating in the program for a number of reasons, including:

· Giving back to the community

· Obtaining valuable experience 

· Making use of talents and abilities

· Achieving new skills in customer service and administration

· Stimulating new friendships

· Making a difference

· Interacting with animals
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The volunteer program is designed to allow volunteering in various shelter areas such as administration, veterinary assistance, animal care, animal receiving and customer service. Many of the shelter’s administrative volunteers are trained to answer telephones; staff has [image: image8.png]


 dedicated an office for volunteer use. The administrative volunteers are trained in clerical duties, customer service, filing and answering customer questions at the front desk. The veterinary volunteers assist the shelter veterinarian and her assistant with prepping animals for surgery, cleaning cages, cleaning surgery instruments, prepping test syringes and preparing drapes for surgery. The shelter has received volunteers willing to provide service on a daily basis.
The volunteer program is an important key to the success of the ASC and its growth is positively impacting the shelter. Due to the current [image: image9.png]
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economic recession, many pet owners have felt compelled to release ownership of their dogs and cats to the ASC, in hopes a loving adoptive family can be found.  By state law and city ordinance, owner-released animals become property of the shelter immediately after being released from their owner. The volunteers assist with rescue groups who help increase the number of animals placed with shelter partners.  Stray animals entering the shelter must be held for a minimum of 72 hours. A number of volunteers help in the kennels and socialize with the animals. They give canines their needed exercise in the play area of the new shelter and interact with the dogs to test them for basic commands such as sit, stay and come. The volunteers assist staff with cleaning of cages, feeding and giving water to our homeless friends. The feline-lover shelter volunteers socialize with the cats to ensure pet health and adoptability.
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ASC staff are enormously appreciative of these volunteers and their attitude to willingly serve whenever and wherever needed. Volunteers have served a combined 800 plus hours monthly each of the past three months. These hours of dedicated service are equivalent to five full-time shelter employees equating to cost-avoidance revenue savings of $39,050, or an annualized budget savings of $156,000.  
Volunteers perform tasks which directly enhance the quality of life for our animal guests.  For example, each of our shelter’s approximately 200 residents need daily changes of water, food and clean bedding.  The volunteer program has individuals who are eager to ensure that every shelter animal has clean towels, blankets and dishes.    
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The City promotes responsible pet ownership.  In order to minimize ‘impulse’ adoptions, residents are encouraged to spend quality time with a cat or dog in one of the facility’s several “meet and greet” rooms. Volunteers provide a critical service by  bringing animals from their cages and kennels to these special rooms to meet and greet their potential adopters. Volunteers also serve in the animal receiving room by assisting residents who bring in stray or personal pets for adoption or wish to drop off animal related donations. Volunteers provide enhanced customer service by minimizing the wait time for these customers.  
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Volunteers assist staff with grooming animals that come into the shelter needing immediate tender love and care. Shelter animals are often adopted within a few hours after being freshly groomed by volunteers.  
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The city, community, shelter staff and animals all benefit from this highly successful and innovative program because of devoted individuals willing to give back to their community and help save lives. (In December, 2009, the ASC set a new high water mark by achieving an 80% live release rate.)
 A number of organizations, groups and companies have joined the program and give back to the community[image: image16.png]


. Freebirds of the Highlands is an example of a model corporate sponsor; six to ten employees serve at least fours hours at the shelter weekly. Freebirds’ corporate generosity has stimulated at least five other corporate participants.
Volunteers are taking personal ownership of the program by implementing a new Pet Assessment program and developing training classes for animal groomers. It is no exaggeration to state that volunteer service has filled the critical resource gap. Our volunteers are enthusiastic,  diverse, passionate, dedicated and appreciated. 

The Animal Services Volunteer Program has exemplified the vision and charge articulated in Jim Collin’s “Good to Great and the Social Sectors”…namely the hedgehog and flywheel principles…by increasingly gaining momentum during its birth year.  The program shouts a successful future. 



Volunteer Orientation Class





Youth Volunteer





University of Texas at Arlington Volunteer   








Ms. Harriett, Senior Volunteer  








Freebirds at the Highlands


Employee Volunteer Recognition








University of Texas at Arlington (UTA) Student Government Volunteers





Security One Credit Union Employee Volunteers








Mount Olive Baptist 


Church Partnership





We love our Volunteers!





Local League of United Latin American 


Citizens (LULAC) Volunteers
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