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General. Accurate and consistent record keeping and tracking of all animals housed at the Animal Shelter is essential for overall control and evaluation. The public must be consistently treated in a positive and cooperative manner.

Receiving an animal. Citizens should be counseled on options to bringing their companion animal(s) to the Shelter. Appointments are requested to control the flow of incoming animals and enable shelter staff to adequately care for and place the animals received. No animal will be turned away, however. 
For those individuals surrendering litters of puppies, kittens and rabbits, office staff should provide literature on the benefits of spaying and neutering and strongly encourage sterilization of the parent animal through either the person’s veterinarian or the agency’s Spay and Neuter Assistance Program (available for cats).

The intake of owner-surrendered and stray domestic animals and wildlife is recorded on the shelter software, ShelterBuddy. Admissions staff will complete an animal record for each animal. This record asks for specific information such as breed, age, sex, and color and assigns a number to the animal that stays with the animal until the animal leaves the Shelter. 
In every case, staff must read aloud the entire surrender statement to the person bringing in an animal, and ask the person to check their personal information for accuracy and sign the statement. If something in an animal’s history will likely preclude them from being made available for adoption, such as aggression, this must be tactfully explained at the time of surrender. The family member can then make a decision about leaving the animal. For animals that clearly do not meet OHS adoption criteria, the surrendering person will be asked to surrender the animal as an euthanasia request and pay accompanying fees if possible.

For stray animals, pertinent details, such as tag numbers for licenses and rabies, type and color of collar, and location and date the animal was found, are to be included in ShelterBuddy. In situations where a stray animal is found outside the Portland area and is surrendered to Oregon Humane Society, office staff should immediately call the nearest shelter to report the found animal. This information must be noted in ShelterBuddy. Any attempts to locate or conversations with a potential owner must be logged as well to prevent duplication of efforts. Always sign and date all messages so it is known who wrote them and when.

Agency staff will ask the person to complete the personality profile for the dog or cat. This profile provides vital information for placing the animal in a suitable home. Office staff should carefully review the profile to clarify any misunderstandings or to obtain detailed information. Health information and history should be included in the surrender information.
Even if the person is surrendering a stray, they may be able to describe how it acts in a vehicle, with other animals, or on a leash. The public really appreciates as much information as can be provided when making their selection, so this intake information is very important.

Animal Admissions

Admissions Mission: To provide information in a positive, concerned, and helpful manner. To secure thorough information about the animals being surrendered to OHS. To provide information necessary for the public to make good decisions concerning the animals in their care. To provide empathetic support and represent the Oregon Humane Society in a positive, professional manner.

Admissions is where much of the public has their first encounter with our organization. This encounter will reflect their perception of our entire organization. If they feel that staff is judgmental, rude or abrupt, that is the image they will remember and relay to others. 
It is important that we project a calm, sympathetic, and cooperative manner at all times during encounters with the public.

Admitting Procedures:

1. Appointments are made for receiving animals to provide the best service to our human and animal clients. Admission by appointment also enables us to control shelter overcrowding and staff overtime. Appointments are not required but strongly encouraged. If clients are unable to wait or if it is the best interest of the animal, bring it into the shelter..
2. If an animal is brought to the shelter, it will be received if the person is not willing to wait for an appointment or is unwilling to take it elsewhere.. Strays and returned animals do not need appointments.
3. Smile and welcome the individual. Offer a leash or a cat carrier if needed.
4. If a wait is involved, offer a dog/cat information sheet to complete or a newsletter to read. Let the public know that you will be with them as soon as possible.
5. Ask about the type of service they need.
6. Listen to their story. Do not make judgments based on their appearance or manner. 
7. Decide the best course of action. 
8. If leaving the animal(s):

· * Perform a Shelterbuddy search for the person.

· Complete the animal information and owner information. 
· Entries into ShelterBuddy must be accurate in order to search for records at a later time. 

· Ask for an e-mail address

· Check spelling and phone numbers with the owner by reading them back. Get as many phone numbers as possible. 

· Ask for photo identification from all people bringing in animals.

· For stray animals, clearly record the nearest cross street or a notable landmark indicating the area where the animal was found. This information will be listed on the website and can help an owner locate their animal if it is not distinctively marked. 

· If the computer is not working, clearly hand write all information on a shelter receiving form and enter it into the computer at a later time. Save the “hard (paper) copy” to staple to the computer copy so a record of the owner signature is on file.

We request a $45.00 receiving fee for animals but will gladly accept whatever is given. Explain that OHS is dependent on donations to provide our services. If they are unable to leave money, provide them with a newsletter and/or a donation envelope so they may mail in the receiving fee at a later time. Do not make a judgment should they decline. They may contribute when asked in the future.

Have the person surrendering the animal to sign the receipt. Ask them to read the surrender statement. Be certain that they understand our services and limitations. If they are not leaving a donation, have them initial the box that indicates this.

Take a photo of the animal before placing it into a holding cage. Tag cats with a green paper collar containing the Animal Record Number from Shelterbuddy and the date of arrival.

“Scan” the animal with a universal microchip scanner to determine if there is a microchip present. Leave the accompanying information with the animal, marking the cage in which the animal was left. Clearly mark paperwork if the animal is potentially aggressive. If it appears that the dog may not pass the temperament test, the owners may be asked to wait while the food aggression test is performed. If the dog is very aggressive, the owner is given the opportunity to surrender the dog as an owner euthanasia request or they may take the animal back with them. 

Thank the people. Provide them with a receipt and a newsletter. They may be instructed to call to determine the status of the animal but do not imply that there is a guarantee the animal will be successfully adopted or even placed for adoption. 
It is absolutely critical that important documentation be maintained concerning an animal throughout its stay at the shelter. This is done on ShelterBuddy (our software program) and updated as new information becomes available. ShelterBuddy is consulted before important decisions are made regarding an animal. An interested owner, a possible adoption, a health concern, or a connection with a staff or volunteer is all essential information. All entries must be dated and signed, with a clear specific and timely message about action to be taken. Vague entries such as “See staff” are not acceptable, as the staff involved may not be available when information is needed. 
Should animals require help getting into the building, notify a member of the animal care staff. Very sick animals, or animals in heavy containers, may need to be brought in a different door. It may be necessary to get assistance from the animal care department to facilitate the interaction.

Often, members of the public are distraught or obviously angry. If you are unable to calm them, find a supervisor and try to get these individuals into the quiet room where they can be served without disturbing others. It is never appropriate to demonstrate unprofessional or impolite behavior.

We can assist the public by completing the information for “request” (to be euthanized) animals before they are brought to the shelter. Offer to do the transaction on ShelterBuddy over the phone to have it completed when the owner arrives. We will euthanize animals due to age, chronic and severe medical conditions, or temperament problems. Animals signed in as “a request” are euthanized as soon as possible and can not be placed for adoption or into foster without express permission from the original owner who signed the agreement.

We occasionally perform “owner present” euthanasia though we prefer that this service be done at veterinary clinics. It is both stressful and time consuming for our staff. However, if we will be doing this service, please advise the euthanasia staff. We do retain the right to refuse this service for very aggressive animals, staffing shortages or when adverse situations exist. 
Surrendered animals: 
Ownership is transferred from actual owner or authorized agent to the Oregon Humane Society. We then try to place it in a suitable home or it is euthanized if it does not meet behavioral criteria, or has a serious, chronic health condition. If the animal clearly displays aggressive behavior or a physical impairment in the Reception Area that would prevent it from being placed for adoption, the owner should be advised that it will be signed in as a request for euthanasia. This provides them the opportunity to take the animal home or to understand the outcome. If the animal appears to be healthy or temperamentally suitable, the owner is informed that while we do our best, the animal could be euthanized at any time should it display unsafe behavior. Animals often display different behaviors with staff, and we do not want the owners to be upset when they call to determine the animal’s status.

In some instances, we provide a call-back service to owners either for a fee, or without a fee. In this situation, we will attempt to call the owner before the animal is euthanized. Certain restrictions are placed on the owner for this service. It is essential that information is recorded on the Owner Call Back form and in ShelterBuddy program under “notes” with the owner’s name and phone numbers. Phone numbers must be accurate and the owner must be able to be located in order for this service to work well.

Once called, the owner is given a time frame in which they must take action. The success of this service relies on accurate information provided by staff. This is a service reserved for single animals, not for litters of young kittens or puppies. Historically, this is not a service that shelters provide. We have found it to work fairly well. Its success depends on accurate information clearly marked on both the actual record and in ShelterBuddy. Sometimes we will call an owner about an animal that is not suitable for adoption even if they have not requested that we do so. If they take the animal back, it is preferable to the animal being destroyed. In general, animals returned to their owner must be spayed or neutered and have had a good living situation.
Stray animals: 
Animals found by the public are considered “stray.” Deciding this status can be challenging. Some people will claim the animal as a stray but have had it in their possession for months. Some people will consider the animal as their own, but never have looked for an owner when they found it a stray. A good defining question could be: “Is there somebody who may be looking for this animal?” If the answer could be “yes,” the animal should be held for 72 hours (for dogs per Oregon law) to give the owner a chance at reclamation. If the animal was found in another county or state, it is important to make a report to the closest animal control and leave the necessary information.

Stray cats:

Stray cats are housed at the Oregon Humane Society. While there is no legal holding time for cats, our policy is to try to honor the 72-hour stray holding period that Oregon law requires for dogs. This may be shortened, or not observed at all, if the cat is severely injured, unweaned, sick, or obviously not tame. Accurate cross streets and Portland landmarks in ShelterBuddy and a clear written description of the cat is important for people looking for their lost animal on our website.. Stray cats not reclaimed are placed for adoption when they are healthy and friendly.

Multnomah County Animal Control also receives stray cats for Multnomah County residents. If people call ahead, they should be give this information as well. If they bring a stray cat(s) to the Oregon Humane Society, the animals will be received without an appointment required.

Feral cats: 

Feral cats are cats that have not been socialized and fear humans. They act like wild animals and will react in a wild manner when threatened or handled. They will attempt to escape, bite, and scratch if handled. Generally, after 6 weeks of age, it is very difficult to tame feral kittens. Indicators that a cat is feral are silence and resistance to touch. Tame cats are not afraid to vocalize. The best way to tell if a cat is feral or just afraid is to leave them alone for a time to calm down. Then speak soothingly and try to touch with an object such as a pen or an empty glove. If they attack or verbalize loudly, they are probably socialized with an “attitude.” If they cringe away, hiss silently, and/or have large dilated pupils, they are probably feral. Try to hold the cats in question whenever possible. Space may dictate not holding the feral cats for the stray period of 72 hours.
Stray dogs:

Stray dogs are transferred to Multnomah County Animal Control (MCAC) where they are held for the minimum 72-hour stray hold. This enables owners to look at one facility for their dogs. Space permitting, friendly stray dogs may be transferred to OHS from MCAC if they are not reclaimed by their owners or adopted. The Oregon Humane Society then tries to place the animals through their shelter. Dogs found in neighboring counties may be sent to MCAC. Dogs from remote counties or other states may be housed for their stray time at OHS if the municipality where found is contacted and MCAC is notified. MCAC often will permit OHS to house stray litters of puppies or dogs that have been previously adopted from Oregon Humane Society and that still display OHS identification.
Redemptions: 
Occasionally an owner (or a member of the family) may wish to reclaim their animal. Stray dogs (dogs not brought in by their owners) may only be redeemed if they have a current license in the residence county of the owner under the owner’s name. Otherwise, the dog should be sent to MCAC and the owner will work with the county. Stray dogs are returned without requiring the spay/neuter surgery that is required of our usual adoptions. 

Whenever possible, we will accommodate the owner who wishes to reclaim the animal they personally surrendered to the shelter. Once the animal is surrendered, it becomes the property of the Oregon Humane Society. These animals will be surgically altered, in most cases, before the transaction takes place. This may be at the owner’s expense, or done as a courtesy depending on owner resources. There may be redemption fees, offset by the original donation left when the animal was surrendered. If the animal is already on hold for another adopter, a supervisor will evaluate the situation. If there is a question about the viability of the original home, an inspection may be done.

Returned adoptions: 

Returns are animals that are brought in after failing to “fit in” to a household. If the animal was adopted and brought back after six months for a reason not involving the animal’s behavior, it would be considered a surrendered animal. Historically, returns were regarded as a “failure” of the organization. Often the new owner was faulted for not dealing with the issues. However, we place challenging animals and should not regard a return as a failure. Adopting an animal is a leap of faith and returns are a reasonable expectation. If the individual is returning the animal for a condition that they had been warned of during the adoption, there may be ShelterBuddy notes regarding whether an exchange will be granted. If so, consider it an opportunity to select an appropriate animal for the individuals and learn more about the animal in the process. Make pertinent remarks in ShelterBuddy both about the animal and the owners (professional comments). 
Animals brought back to the shelter by adopters have a new ShelterBuddy record completed. Depending on how long an animal has been in the home, the owners may be asked to complete the animal’s information sheet. Depending on the situation for return, you may grant an exchange for another animal. In extreme cases, where the animal is very sick or aggressive and caused trauma in the household, consult a supervisor regarding a refund. Checks are prepared and sent at a later time but can be expedited in situations when warranted.
Oregon Humane Society adapted their policies and procedures manual from a manual provided by the Humane Society of the United States (www.hsus.org).
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