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How To Boost 
Return-to-Owner Rates

Cindy & Jessica
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Capt. Cindy Machado, CAWA
Director of Animal Services 

Jessica Hansen
Customer Services 

Representative

Marin Humane Society
Novato, California
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About Us
• Founded in 1907 as a private non-profit
• We are contracted to provide 24/7 animal services with 

11 cities and Marin County
• Our Mission: We improve the lives of animals and people 

through advocacy, education, and support
• 90 staff, 700 volunteers with $6,000,000 annual budget

Kodiak
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Estimate of Animal Population in 
Marin County

Based on AVMA calculation of human population, number of households and
estimates of pets per household

Dogs = 63,809
Cats  = 71,987
Birds = 9,894

Horses = 6,361
TOTAL = 152,051

2010 Marin County human population: 252,409
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RTO Rate for Dogs

4525

925

2824

852

1980 2012

Incoming RTO

30% Increase

62%

92%
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RTO Rate for Cats
2364

635

158 249

1980 2012

Incoming RTO

7%
39%

32% Increase
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$100K Challenge 2012

• Deciding to participate
• Our goal: To save lives
• Increase RTOs
• Increase adoptions
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RTO Comparison Rate

2009 2010 2011 2012

93% 94%

90%

96%
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Our Top 10 Ways to 
Increase RTOs
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# 1 Promote Pet Safety

• Licensing
• Guardian ID tags
• Microchipping
• Safety collars
• Current pet photos
• Keep pet info up to date
• Behavior and training classes
• Keep a list of alternate contacts – neighbors
• Keep good notes and records
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# 2 Connect with the Community

• Lost and found reports
• Posting lost and found fliers
• Contact Homeowners’ Associations (HOAs)
• Contact veterinary hospitals
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• Connect with your local church groups
• Look into bilingual community resources

Connect with the Community
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• Work with local rescue groups

Connect with the Community

Miss Kitty
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#3 Utilize Animal Services 
and Volunteers

• Officers are busy locating pet guardians 
• “Pet ID is your lost pet’s ticket home”
• Post FOUND posters in a three to four block radius 

from where an animal is found
• Customer service and officers work together
• Officers capable of scanning pets in the field 
• Shelter Buddy capabilities on mobile devices 
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#4 Reunite Pets with Guardians
• Match lost reports with incoming found reports
• Match found reports with lost reports
• Have guardians fax or email pictures of lost pets
• Microchip company sends “lost pet alerts”
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Brownie
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Reunite Pets with Guardians
• Online searches on:

Craigslist.org
PetAmberAlert.com
FidoFinder.com
LostMyDoggie.com 
FindToto.com
HelpMeFindMyPet.com
Mickaboo.org (lost birds)
Pigeon.org (racing pigeons with bands)

• Tips for finding missing pets:
CatsInTheBag.org
MissingPetPartnership.org

• Emailing guardians about found pets
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Boe
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#5 Use the Power of the Web

• Post lost and found forms 
• Use social media - Facebook, Twitter
• Photos of strays automatically uploaded 

to MHS site
• Shelter Buddy - database searches for 

animals meeting description in area found



25

©  2012  ASPCA®.   All Rights Reserved.



26

©  2012  ASPCA®.   All Rights Reserved.



27

©  2012  ASPCA®.   All Rights Reserved.

#6 Enlist Media Support

• Posting FOUND notices 
in smaller papers

• Helps highlight injured 
animals

• Send out press releases

Heidi
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# 7 Have Amazing Staff and Volunteers
• Email exchanges for missing pets
• Mini report and post on “Most Wanted”
• Encourage people to visit shelter in person 

(especially for cats)
• Cat color guide book
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#8 Involve Super Sleuthers
• Extensive research online to 

trace phone numbers and 
other leads (WhitePages.com)

• Maintaining old lost reports 
that can help track down 
frequently missing animals

• Research microchips that may 
not be registered - ask “Who 
was the chip sold to?”

• Contacting other shelters
Nugget
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Involve Super Sleuthers
•Letters sent to guardians
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Lily
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# 9 Customer Friendly Shelter

• Open 6 days a week, one evening until 7 p.m.
• Be available
• Field staff available 24/7
• Human friendly phone system
• Daily stray animal recording
• Location of injured stray animals
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# 10 Celebrate the Successes!
• RTO board in a central location
• Have morale boosters along the way
• Celebrate the milestones
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Happy Endings
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Other Tricks
• Trust your instincts 
• Err on the side of the animal
• Be flexible
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In Summary
1. Promote Pet Safety
2. Connect with the Community
3. Utilize Your Animal Services and Volunteers
4. Reunite Pets with Guardians
5. Use the Power of the Web
6. Enlist Media Support
7. Have Amazing Staff and Volunteers
8. Involve Super Sleuthers
9. Customer Friendly Shelter
10. Celebrate the Successes!



37

©  2012  ASPCA®.   All Rights Reserved.

Contact Us

Capt. Cindy Machado, CAWA
cmachado@MarinHumaneSociety.org

Jessica Hansen
jhansen@MarinHumaneSociety.org

mailto:cmachado@MarinHumaneSociety.org
mailto:jhansen@MarinHumaneSociety.org
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Contact Us

MarinHumaneSociety.org
415.883.4621

http://www.marinhumanesociety.org/
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Upcoming ASPCApro Webinars
aspcapro.org/webinars

• Trail Blazing on Facebook to Save More Lives 3/13

• Customer Service for Social Change: 
A New Model for Customer Engagement  3/26

• Transferring Animals Out 3/27

• Foster to Surrender 3/28

• A Magical Social Media Journey  4/03

http://www.aspcapro.org/webinars
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