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1.0 Introduction  
The American Humane Association was asked to perform a comprehensive assessment for Washoe 

County Regional Animal Services (WCRAS). A site visit was conducted April 28 ς 30, 2009. The 

assessment team was comprised of two American Humane staff members and three expert 

consultants in the field of animal care and control. The team members and the specific areas of the 

assessment for which they were responsible were as follows: 

  

Dena J. Fitzgerald, CAWA ɂ Team Leader, Shelter Medicine  and Report Development  

Publications and Communications Manager 

Animal Protection Division 

American Humane Association 

 

Elaine Wood ɂ Shelter Medicine and Euthanasia  

Shelter Services Manager 

Animal Protection Division 

American Humane Association 

 

Carl Bandow ɂ Governance, Human Resources and Computer Systems 

Consultant to American Humane Association 

 

Gordon G. Willard  ɂ Shelter Facilities and Operations  

Consultant to American Humane Association  

 

Eric Blow  ɂ Field Services 

Consultant to American Humane Association 

 

The American Humane team would like to thank the entire staff and management of WCRAS for their 

extraordinary cooperation and hospitality prior to and during the site visit. The communication prior to 

the site visit was excellent, and the requested background materials were well organized and provided 

in a timely fashion. During the site visit, the WCRAS staff truly went above and beyond to 

accommodate the American Humane team in every possible way.  

 

1.1 About the American Humane Associ ation  
Mission  

!ƳŜǊƛŎŀƴ IǳƳŀƴŜΩǎ Ƴƛǎǎƛƻƴ ƛǎ ǘƻ ŎǊŜŀǘŜ ŀ ƳƻǊŜ ƘǳƳŀƴŜ ŀƴŘ ŎƻƳǇŀǎǎƛƻƴŀǘŜ ǿƻǊƭŘ ōȅ ŜƴŘƛƴƎ 

abuse and neglect of children and animals. 

 

History  

Founded in 1877, the American Humane Association is the only national organization dedicated 

to protecting both children and animals. Through a network of child and animal protection 
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agencies and individuals, American Humane develops policies, legislation, curricula and training 

programs to protect children and animals from abuse, neglect and exploitation. The nonprofit 

organization, headquartered in Denver, raises awareness about The Link® between violence to 

people and violence to animals, as well as the benefits derived from the human-animal bond. 

!ƳŜǊƛŎŀƴ IǳƳŀƴŜΩǎ ǊŜƎƛƻƴŀƭ ƻŦŦƛŎŜ ƛƴ [ƻǎ !ƴƎŜƭŜǎ ƛǎ ǘƘŜ ŜȄŎƭǳǎƛǾŜ ŀǳǘƘƻǊƛǘȅ ōŜƘƛƴŘ ǘƘŜ άbƻ 

!ƴƛƳŀƭǎ ²ŜǊŜ IŀǊƳŜŘέ® end-credit disclaimer on film and TV productions, and American 

IǳƳŀƴŜΩǎ ƻŦŦƛŎŜ ƛƴ ²ŀǎƘƛƴƎǘƻƴΣ 5Φ/ΦΣ ƛǎ ŀƴ ŀŘǾƻŎŀǘŜ for child and animal protection at the 

federal and state levels. The American Humane® /ŜǊǘƛŦƛŜŘ ǇǊƻƎǊŀƳ ƛǎ ǘƘŜ ƴŀǘƛƻƴΩǎ ƻǊƛƎƛƴŀƭ 

independent certification and labeling program for humanely raised farm animals used in the 

production of meat, eggs and dairy. American Humane meets the strong, comprehensive 

ǎǘŀƴŘŀǊŘǎ ƻŦ ǘƘŜ .ŜǘǘŜǊ .ǳǎƛƴŜǎǎ .ǳǊŜŀǳΩǎ ²ƛǎŜ DƛǾƛƴƎ !ƭƭƛŀƴŎŜΣ Ƙŀǎ ōŜŜƴ ŀǿŀǊŘŜŘ ǘƘŜ 

LƴŘŜǇŜƴŘŜƴǘ /ƘŀǊƛǘƛŜǎ ƻŦ !ƳŜǊƛŎŀΩǎ ά.Ŝǎǘ ƛƴ !ƳŜǊƛŎŀέ {Ŝŀƭ ƻŦ !ǇǇǊƻǾŀƭΣ and has met the 

stringent standards for financial efficiency and accountability required by the American 

Institute of Philanthropy to qualify as a Top-Rated Charity. 

 

Shelter Services 

American Humane offers many resources and services to animal shelters throughout the 

country. We invite shelter professionals to contact us or visit our website for more information 

on the following programs: 

 

 Professional development training designed specifically for shelter management and 

staff 

 Grant opportunities, including Second Chance® Fund Grants and Meacham Foundation 

Memorial Fund Grants 

 Red Star Animal Emergency Servicesϰ (disaster preparedness and response) 

 Publications, including Shelter Operations Guides and the quarterly magazine Protecting 

Animals 

 Shelter Talk, an online discussion group for shelter staff and volunteers 

 Assessment and consultation program for shelters and animal care and control agencies  

 American Humane events, such as Every Day Is ¢ŀƎ 5ŀȅϰΣ !ŘƻǇǘ-A-Cat Month®, Adopt-

A-Dog Month® and Be Kind to Animals Week®  

 

1.2 Methodology and goals 
American Humane selected the team members for this evaluation based on their individual 

experience and expertise in specific areas of shelter operations relevant to WCRAS. Prior to the 

site visit, the team reviewed background materials provided by WCRAS, and each team member 

was given an extensive list of assigned responsibilities developed by the team leader. The team 

leader also created a schedule for each team member to better facilitate interviews and 

observations during the three-day site visit. A copy of this schedule was also provided to 
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WCRAS management in advance of the site visit. On the morning of April 28, 2009, day one of 

the site visit, the American Humane team met with WCRAS management to present an 

overview of the evaluation process and gather additional background information. During the 

three-day site visit, the American Humane team observed all aspects of shelter and field 

operations and conducted interviews with almost all members of the WCRAS staff and 

management. On April 30, 2009, the team also met with the management of the Nevada 

Humane Society (NHS). The site visit concluded on the afternoon of April 30, 2009, when the 

American Humane team presented a verbal debriefing of its most significant findings to the 

WCRAS Interim Manager. 

 

As part of its contractual agreement with NHS, WCRAS is required to have a comprehensive 

shelter assessment performed every three years by an outside contractor. !ƳŜǊƛŎŀƴ IǳƳŀƴŜΩǎ 

goal was not only to fulfill this contractual obligation by providing an accurate snapshot of 

WCRASΩǎ current operations in relation to best shelter practices, but also to develop practical 

recommendations that will serve as a guide for the organization during the next three years and 

beyond.  

 

 

2.0 How to use this  report   
This report is intended to provide an overview of the on-site assessment of WCRAS by American 

Humane. It cites the ƻǊƎŀƴƛȊŀǘƛƻƴΩǎ ǎǘǊŜƴƎǘƘǎ and weaknesses and provides recommendations for the 

implementation of best practices where indicated. To be effective, it is crucial that this report be 

shared with the management and staff of WCRAS, as well as key Washoe County officials. Adequate 

time should be taken to review this report and discuss strategies for implementing the 

recommendations.  

 

The Executive Summary provided in Section 5.0 gives a brief summary of the most significant findings 

and recommendations in the report.  

 

The recommendations within the report have been divided into two categories for each area of 

evaluation. Key Recommendations are those that address unacceptable practices and therefore need 

to be given the highest priority. General Recommendations are those that address practices which are 

acceptable or marginally acceptable, but are not considered best practices by industry standards. In 

implementing these recommendations, many organizations have found it helpful to create an internal 

task force or committee to develop a plan of action, define benchmarks and establish timelines for 

project completion. Breaking down projects into smaller, more manageable tasks is also highly 

recommended.   

 

A Statement of Confidentiality is also included with this report. America Humane considers this report 

to be confidential and provides copies only to WCRAS to distribute and make available at its discretion. 
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WCRAS has sole proprietary ownership of this report and findings. WCRAS is urged to clearly establish 

the acceptable use and distribution of this report for management and staff.  

 

 

3.0 Data preparation and research  
In preparation for this assessment, American Humane requested the following background materials 

from WCRAS prior to the site visit: 

 

 Copies of budgets and financial statements for fiscal years 2007 through year-to-date 2009 

 Copy of the most recent audited financials 

 Copy of the current strategic plan 

 Statistical data on services and programs from 2007 through year-to-date 2009, including: 

V Animal intake by species 

V Animal disposition by species 

V Spay/neuter 

V Field services programs 

 Detailed staffing information, including: 

V Organizational chart 

V List of employee names, job titles, hire dates and current salaries 

V Benefits package 

V Job descriptions 

V Outline of staff training programs 

 Copy of all current Standard Operating Procedures (SOPs) 

 Copy of current employee manual 

 Copy of current safety manual 

 Copy of current disaster preparedness plans for both the shelter and the community  

 Copies of all forms used, including: 

V Intake forms 

V Medical forms 

V Adoption/placement forms 

V Volunteer application 

V Behavioral assessment forms 

V Field services forms 

 List of computer programs used 

 List of community partnerships or relationships 

 List of all services currently provided to the community 

 Volunteer program information 
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4.0 Service area and demographics  
Washoe County comprises an area of 6,551 square miles located in the northwest corner of Nevada. 

The County borders Oregon to the north and California to the west. To the east, it borders the Nevada 

counties of Humboldt, Pershing and Churchill, and to the south it borders the Nevada counties of 

Storey and Placer and the Nevada state capital of Carson City, which is an independent jurisdiction. 

There are two incorporated cities located within Washoe County: Reno and Sparks. These two cities 

are located adjacent to each other in the southwestern part of the County. Reno is the county seat. 

 

According to the U.S. Census Bureau, the population of Washoe County increased from 339,486 in 

2000 to an estimated 406,079 in 2007. This increase represents a population growth rate of 19.6 

percent ƛƴ ǎƛȄ ȅŜŀǊǎΦ  !ŎŎƻǊŘƛƴƎ ǘƻ ǘƘŜ нллс bŜǾŀŘŀ {ǘŀǘŜ 5ŜƳƻƎǊŀǇƘŜǊΩǎ forecast, this rapid growth is 

expected to continue, with the population of Washoe County predicted to reach an estimated 622,252 

in the year 2030.  

 

The population of Washoe County is heavily concentrated in the Reno-Sparks metropolitan area. 

According to U.S. Census Bureau estimates in 2007, 83 percent of the population of Washoe County 

lives in the Reno-Sparks metropolitan area.  

 Demographics 

 

    
 

Washoe County Nevada 

 

Population, 2007 estimate  406,079 2,565,382 

 

Population, percent change, April 1, 2000 to July 1, 2007  19.6% 28.4% 

 

Population, 2000  339,486 1,998,257 

 

Persons under 5 years old, percent, 2007  7.1% 7.6% 

 

Persons under 18 years old, percent, 2007  24.3% 25.7% 

 

Persons 65 years old and over, percent, 2007  11.6% 11.1% 

 

Female persons, percent, 2007  49.2% 49.1% 

  

 

White persons, percent, 2007 (a)  87.9% 81.4% 

 

Black persons, percent, 2007 (a)  2.5% 8.0% 

 

American Indian and Alaska Native persons, percent, 2007 (a)  1.9% 1.4% 

 

Asian persons, percent, 2007 (a)  4.9% 6.1% 
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Native Hawaiian and Other Pacific Islander, percent, 2007 (a)  0.5% 0.5% 

 

Persons reporting two or more races, percent, 2007  2.2% 2.6% 

 

Persons of Hispanic or Latino origin, percent, 2007 (b)  20.8% 25.1% 

 

White persons not Hispanic, percent, 2007  68.4% 58.0% 

  

 

Living in same house in 1995 and 2000, percent age 5+  41.2% 37.4% 

 

Foreign born persons, percent, 2000  14.1% 15.8% 

 

Language other than English spoken at home, percent age 5+, 2000  19.9% 23.1% 

 

High school graduates, percent of persons age 25+, 2000  83.9% 80.7% 

 

Bachelor's degree or higher, percent of persons age 25+, 2000  23.7% 18.2% 

 

Persons with a disability, age 5+, 2000  58,972 375,910 

 

Mean travel time to work (minutes), workers age 16+, 2000  19.2 23.3 

  

 

Housing units, 2007  177,549 1,102,379 

 

Homeownership rate, 2000  59.3% 60.9% 

 

Housing units in multi-unit structures, percent, 2000  32.5% 32.2% 

 

Median value of owner-occupied housing units, 2000  $161,600 $142,000 

  

 

Households, 2000  132,084 751,165 

 

Persons per household, 2000  2.53 2.62 

 

Median household income, 2007  $54,524 $54,996 

 

Per capita money income, 1999  $24,277 $21,989 

 

Persons below poverty, percent, 2007  10.2% 10.6% 

    
 

Washoe County Nevada 

 

Private nonfarm establishments, 2006  12,428 61,164
1
 

 

Private nonfarm employment, 2006  199,011 1,165,375
1
 



Shelter Assessment ς Washoe County 

7 
 

 

Private nonfarm employment, percent change, 2000-2006  17.5% 29.1%
1
 

 

Nonemployer establishments, 2006  27,552 167,221 

 

Total number of firms, 2002  33,788 169,505 

 

Black-owned firms, percent, 2002  0.9% 2.6% 

 

American Indian- and Alaska Native-owned firms, percent, 2002  1.0% 1.1% 

 

Asian-owned firms, percent, 2002  3.2% 5.2% 

 

Native Hawaiian- and Other Pacific Islander-owned firms, percent, 2002  F 0.2% 

 

Hispanic-owned firms, percent, 2002  3.5% 5.7% 

 

Women-owned firms, percent, 2002  26.9% 28.1% 

  

 

Manufacturers shipments, 2002 ($1000)  D 8,466,212 

 

Wholesale trade sales, 2002 ($1000)  D 16,513,814 

 

Retail sales, 2002 ($1000)  4,989,892 26,999,899 

 

Retail sales per capita, 2002  $13,794 $12,452 

 

Accommodation and food services sales, 2002 ($1000)  1,999,865 19,537,592 

 

Building permits, 2007  2,084 27,209 

 

Federal spending, 2007 ($1000)  2,354,533 15,474,010
1
 

    
 

Washoe County Nevada 

 

Land area, 2000 (square miles)  6,342.27 109,825.99 

 

Persons per square mile, 2000  53.5 18.2 

 

FIPS Code  031 32 

 

Metropolitan or Micropolitan Statistical Area  Reno-Sparks, 
NV Metro Area 

  

 
(a) Includes persons reporting only one race. 
(b) Hispanics may be of any race, so also are included in applicable race categories.  
 
D: Suppressed to avoid disclosure of confidential information  
F: Fewer than 100 firms  
FN: Footnote on this item for this area in place of data  
NA: Not available  
S: Suppressed; does not meet publication standards  
X: Not applicable  
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Z: Value greater than zero but less than half unit of measure shown 

 
Source U.S. Census Bureau: State and County QuickFacts. Data derived from Population Estimates, Census of Population and Housing, Small Area Income and 
Poverty Estimates, State and County Housing Unit Estimates, County Business Patterns, Nonemployer Statistics, Economic Census, Survey of Business Owners, 
Building Permits, Consolidated Federal Funds Report  
Last Revised: Friday, Feb. 20, 2009, 09:29:34 EST  

 

 

5.0 Executive summary  
As part of its contractual agreement with the Nevada Humane Society (NHS), Washoe County Regional 

Animals Services (WCRAS) is required to have a comprehensive shelter assessment performed every 

three years by an outside contractor. The American Humane Association was asked to perform a 

comprehensive assessment for WCRAS, and a site visit was conducted April 28 ς 30, 2009. The 

assessment team was comprised of two American Humane staff members and three expert 

consultants in the field of animal care and control. 

 

¢ƘŜ !ƳŜǊƛŎŀƴ IǳƳŀƴŜ ǘŜŀƳΩǎ ǇǊƛƳŀǊȅ ŦƛƴŘƛƴƎǎ ŀƴŘ ǊŜŎƻƳƳŜƴŘŀǘƛƻƴǎ ŀǊŜ ǎǳƳƳŀǊƛȊŜŘ ŀǎ ŦƻƭƭƻǿǎΥ 

 

1. WCRAS staff was helpful and knowledgeable, and members worked well as a team, showed 

excellent communication and were very professional at all times. They are committed to their 

organization and the jobs they do. They also seem committed to the relationship with NHS.   

2. There were problems with the previous WCRAS Manager, but the current Interim Manager is well 

supported, and staff reported that things have improved considerably since the change. Morale 

and organizational trust is very good. Staff members feel that they work in a team environment. 

Communication among staff is exceptional.  

3. ²/w!{Ωǎ Ǌelationship with NHS has improved as well. However, this relationship is always going to 

need work to keep the lines of communication open, especially because there is still some lingering 

distrust between the two organizations due to the problems with previous management. 

4. In the search to fill the vacant Manager position, it will be critical to find someone who is as 

committed to the staff and the relationship with NHS as the current Interim Manager is. She or he 

will also need to be diplomatic and strong enough not to yield to NHSΩǎ demands to the detriment 

of WCRAS. 

5. WCRAS is reasonably well staffed, but needs to make sure vacant positions are filled as soon as 

possible and consider adding some additional staff, especially as the community is growing rapidly. 

6. Standard Operating Procedures (SOPs) need to be an area of major focus for WCRAS: 

a. SOPs are a work in progress and will take a serious commitment from management and staff. 

They will not happen overnight. 

b. SOPs are needed for almost all areas of shelter operations. The exception is Field Services, 

where there are better SOPs in place than in other areas of service. 

c. Creating and updating the SOPs should be given the highest priority by WCRAS. 

d. All current procedures and practices must be turned into written SOPs. Specific areas that the 

team identified as needing to be addressed are: 
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 Animal care, feeding, housing and handling  

 Sanitation and disease control 

 Euthanasia 

 Staff training 

 Disaster preparedness 

 Shared SOPs with NHS 

 Facility maintenance 

7. WCRAS is adequately funded, but staffing levels are only marginally adequate or inadequate in 

some areas. Current vacancies should be filled with permanent staff or animal care and customer 

service may suffer, especially at peak times of the year. As the service population grows, it will be 

important to increase staff. 

8. The building is attractive and clean, and reflects that the agencies located there are professional 

organizations. It is clear that the employees have a sense of pride in the building and the job they 

do keeping it looking nice. WCRAS has a building and staff it can be proud of; however, WCRAS 

must ensure that repairs and maintenance are handled in a timely fashion. 

9. Disease transmission within the facility is minimal. The fact that all cats have an assigned cage for 

the duration of their stay and each has its own feral cat den virtually eliminates disease 

transmission via staff. Transmission of diseases by staff is one of the most significant problems in 

shelters.  

10. All staff members (shelter and field) were conscious of disease prevention and strived at all times 

to minimize risk to the animals in their care. However, in an effort to do the right thing, staff 

sometimes actually did the wrong thing by mixing inappropriate chemical combinations or 

incorrect dilutions in their cleaning regimen. Written SOPs will minimize this problem. 

a. Cleaning protocols for the most part were sound, but there were some inconsistencies among 

the methods used by different staff members. Written SOPs will also minimize this problem. 

b. Staff made every effort to adhere to strict isolation and separation principles as they moved 

animals around the building.   

c. WCRAS embraces the importance of keeping animals healthy while in its care through:   

 Design of the shelter 

 Sanitation protocols 

 Isolation and separation management practices 

11. Staff was compassionate and genuine in showing concern for the animalsΩ ǿŜƭƭ-being. 

12. Achieving OSHA compliance can be a daunting task, but it is absolutely critical in ensuring the 

safety and health of all staff members. 

a. A comprehensive safety manual specific to the potential hazards encountered at WCRAS needs 

to be written, and in-house training for safety hazards not covered in the County training needs 

to be implemented as soon as possible.  
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b. OSHA violations of greatest concern include lack of adequate safety training for staff, lack of 

appropriate secondary labeling of all chemicals, a lack of required personal protective 

equipment (PPE) and a lack of all required OSHA posters. 

13. Euthanasia 

a. Staff is gentle with the animals, and it is important to them that they are doing euthanasia 

correctly and in the most humane way possible. 

b. WCRAS has satisfied Nevada state regulations for its Euthanasia Technicians and euthanasia 

room and procedures. It appears to be currently using acceptable practices for euthanasia, but 

not always best practices.  

c. Up-to-date SOPs, use of appropriate pre-euthanasia drugs when indicated and refresher 

training will ensure that WCRAS is using best practices. 

d. Staff is rotated on a euthanasia schedule, so no one person is overburdened with euthanasia, 

which is good. However, euthanasia is extremely stressful (and not just to the Euthanasia Techs, 

but to all staff) and can cause staff burnout. It is important that staff be given the tools to take 

care of themselves, which will also help ensure the overall health of the organization. 

14. Field services 

a. Vehicles are state-of-the-art and well equipped. 

b. SOPs are mostly up to date and well written. 

c. The ACO staff showed good animal handling skills. 

d.  ACOs are professional in dealing with the public. 

e. They are also professional in appearance. 

f. Enforcement was consistent. 

g. The emphasis is on problem solving, not just blanket enforcement. 

h. A major problem noted is the use of catch poles on cats.  Staff needs proper equipment (EZ 

nets, cat grabbers) and training on how to use it. 

 

6.0 Governance and leadership  
WCRAS is a consolidated service established in 2003. The consolidation included the animal control 
services from the cities of Reno and Sparks and the unincorporated area of Washoe County. With any 
consolidation of government entities, there is a transitional period for the agency to adopt best 
practices from the former jurisdictions and for staff to conform to new procedures and practices. As 
the consolidation was finalized in 2005, a Professional Services Agreement between Washoe County 
and the Nevada Humane Society (NHS) was negotiated. The agreement clarified the operational 
responsibilities and services provided by these agencies. One of the primary changes was that WCRAS 
would no longer provide adoption services, and all adoptƛƻƴǎ ǿƻǳƭŘ ōŜ ŘƻƴŜ ǘƘǊƻǳƎƘ bI{Ωǎ ŀŘƻǇǘƛƻƴ 
program.  
 
WCRAS is part of the amalgamated Washoe County Public Works Department. The Manager of WCRAS 
reports to the Director of Public Works. The Director of Public Works reports to the County Manager, 
who in turn reports to the Washoe County Board of County Commissioners. Additionally, there is a 
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Washoe County Animal Control Board established under the Washoe County Code; however, its 
powers are specific to the permits regarding exotic animals, kennels and catteries.  
 
The American Humane team interviewed the Director of Public Works, who has overseen WCRAS for 
two years. He indicated that there had been some issues with the previous WCRAS Manager and that 
those concerns have been resolved. One of the problems was the poor relationship between the 
WCRAS Manager and the Executive Director of NHS. The Director of Public Works currently views the 
WCRAS Interim Manager as being very capable with good people skills. He stated that the relationship 
between WCRAS and NHS has greatly improved. Overall, he indicated that he does not spend a lot of 
his time on animal services τ only about 15 to 20 percent of his total time is spent managing WCRAS. 
He also stated that he receives very few complaints from the public regarding animal services and that 
generally, the public calls to provide positive feedback and accolades. Based on interviews with staff, 
there appears to be overall support for the current leadership of WCRAS. Interviews with all levels of 
staff confirmed that there were significant issues with the previous Manager. Most staff members 
appear to be supportive of the current Interim Manager.  
 
Key Recommendations:  
V Begin the hiring process for filling the Manager vacancy. It is not mandatory that the person at 

the top level of management in an animal care and control agency has an extensive background 

in animal care, but it is crucial for that person to have direct subordinates who do possess that 

type of experience. An analysis of skill sets offered by all current Managers and Supervisors will 

identify strengths and weaknesses among the management staff. 

 

General Recommendations:                                                                                                                               

V Once the Manager position is filled, it is recommended that the Manager join the Society of 

Animal Welfare Administrators (SAWA). SAWA is the national professional organization for 

managers in the animal care and control profession. The organization provides excellent 

training and networking opportunities (www.sawanetwork.org). 

 

7.0 Mission statement  
WCRAS does have a mission statement: ά! ¢ŜŀƳ /ƻƳƳƛǘǘŜŘ ¢ƻ 9ȄŎŜƭƭŜƴŎŜ Lƴ !ƴƛƳŀƭ /ŀǊŜ.έ The 
statement is clearly defined and reflects the ŀƎŜƴŎȅΩǎ commitment to the care of the animals in 
Washoe County. When asked for a copy of the statement, there were some staff members who could 
not locate it on their computers. The statement is on the back of the animal control vehicles and on 
the ǎƘŜƭǘŜǊΩǎ website. The mission ǎǘŀǘŜƳŜƴǘΩǎ ŀǇǇŜŀǊŀƴŎŜ ƻƴ ǘƘŜ ǿŜōǎƛǘŜ ƛǎ ŀ ǘŜȄǘ ǎǘŀǘŜƳŜƴǘ ƻƴƭȅ, and 
it does not clearly indicate that this is indeed the mission statement. The mission statement is not 
posted anywhere within the shelter. The American Humane team feels that it is not clear to the 
general public that this is the mission statement of WCRAS. 
 

 

http://www.sawanetwork.org/
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View of mission statement on WCRAS website 

 
Key recommendations:  

V Post a framed copy of the mission statement in the lobby of the WCRAS Center. The mission 
statement is the guiding principal of the agency. It is important that the public can easily 
identify the mission of the organization. 

V 9Řƛǘ ǘƘŜ ǿŜōǎƛǘŜ ǘƻ ƛƴŎƭǳŘŜ άhǳǊ aƛǎǎƛƻƴ {ǘŀǘŜƳŜƴǘέ ŀōƻǾŜ ǘƘŜ ǎǘŀǘŜƳŜƴǘΦ 
V Ensure that all staff is aware of the mission statement and how they can access it. 

 

General recommendations:  
V WCRAS may want to consider revising or extrapolating the mission statement once a strategic 

plan has been developed. The mission statement should identify the purpose of the 

organization and how it serves its constituents. Many government animal control agencies 

identify both of their constituents in their mission statements τ the animals in their care and 

the citizens they serve. (See examples at 

www.cityoffortwayne.org/index.php?option=com_content&task=view&id=25&Itemid=39 and 

www.laanimalservices.com/about_mission.htm.) 

 

8.0 Organizational chart  
WCRAS has an organizational chart that is logical and easy to understand. During staff interviews, it 
was clear that there is a defined chain of command and that the current organizational structure is 
working well for the agency.  
 
The current infrastructure shows an Animal Services Manager position that is currently vacant. There 
are two supervisory positions, a Shelter Supervisor and a Field Supervisor. The Field Supervisor is 
currently serving as the Interim Manager for WCRAS. There are 19 positions reporting to the Field 
Supervisor. Four of these positions are Sergeants who fulfill the role of lead hands. The remainder of 
the field staff is comprised of Animal Control Officers (ACOs). The Shelter Supervisor oversees 15 
positions, including the Veterinary Technician, four Kennel Assistants and five Animal Caretakers, of 
which there is one vacancy. There is also a lead-hand role fulfilled by the Office Support Specialist, who 
oversees four Office Assistants, of which one position is currently vacant. 
 

http://www.cityoffortwayne.org/index.php?option=com_content&task=view&id=25&Itemid=39
http://www.laanimalservices.com/about_mission.htm
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Current organizational chart provided by WCRAS 

 

 

Key recommendations:  

None 

 

General recommendations:  

None 

 

 

9.0 Job descriptions  
Copies of all WCRAS job descriptions were provided to the American Humane team prior to the site 
visit. There is a job description for each position. Two of the job descriptions τ Office Support 
Specialist and Office Assistant II τ transcend WCRAS and apply across all departments of Washoe 
County.  
 
Through observations and interviews, the American Humane team determined that all WCRAS staff 
members are in possession of or have access to their job descriptions. The job descriptions appeared 
to be accurate and up to date, and this was confirmed through interviews with staff. The Interim 
Manager indicated that he would like to revise some of the job descriptions. In order to do so, the 
revision process must undergo a number of reviews by the Washoe County Department of Human 
Resources, the Washoe County Employees Association and the Washoe County Job Evaluation 
Committee. If any of the revisions impact salary ranges, the County follows the Hay classification 
process (www.haygroup.com/ww/Index.aspx). 

 

http://www.haygroup.com/ww/Index.aspx


Shelter Assessment ς Washoe County 

14 
 

There is a discrepancy between the Office Assistant II job description and what those employees are 
actually doing. These staff members, in most cases, are responsible for the initial intake of animals 
over-the-counter. As part of the intake process, they may handle and scan animals at the reception 
area. These duties are not listed in their job descriptions. They are not forced to handle animals and 
will call kennel staff for help with fractious animals. None of the office staff interviewed indicated that 
she or he had any issues with the animal handling, and some staff members had animal handling skills 
from previous positions before the consolidation. However, there is a potential liability issue with the 
liability insurance carrier or with other members of the office staff should a staff member be injured by 
an animal and decide to pursue litigation against WCRAS. The only other disparity cited was the 
άǇŜǊŦƻǊƳs ƻǘƘŜǊ ǿƻǊƪ ŀǎ ǊŜǉǳƛǊŜŘέ ǎǘŀǘŜƳŜƴǘ ƛƴ ǘƘŜ Ƨƻō ŘŜǎŎǊƛǇǘƛƻƴ ŦƻǊ !ƴƛƳŀƭ /ƻƴǘǊƻƭ hŦŦƛŎŜǊ (ACO). 
When there is a need to cover the office or kennel areas, ACOs may be assigned to these tasks. It 
should be noted that this statement is often included in the ACO job descriptions of government 
animal control agencies since the ACO complement is usually the largest of the staffing areas. 

 
Key recommendations:  

V Revise the office staff job descriptions to reflect that they do come in direct contact with and 

occasionally handle animals. Since animal handling and contact incurs some significant risk of 

job-related injury, the current office staff job descriptions create potential liability for WCRAS. 

¢ƘŜ ǿƻǊƪŜǊΩǎ ŎƻƳǇŜƴǎŀǘƛƻƴ ƛƴǎǳǊŀƴŎŜ ŎŀǊǊƛŜǊ ŎƻǳƭŘ ǇƻǘŜƴǘƛŀƭƭȅ ǘŀƪŜ ƛǎǎǳŜ with or refuse to 

honor a claim for an animal-related injury in employees who do not have animal handling 

specified in their job descriptions. There is also potential liability on the part of WCRAS should 

an employee decide to take legal action in the event of an animal-related injury. An alternative 

would be to leave the office staff job descriptions as they currently are and set a policy that 

office staff is not permitted to have any direct contact with animals.  However, the American 

Humane team feels that this policy would be extremely difficult to enforce and believes that 

revising the job descriptions would be the best course of action.  

 

General recommendations:  

None 

 

 

10.0 Staff recruitment and retention  
Recruitment of staff ŦƻǊ ²/w!{ ƛǎ ŘƻƴŜ ōȅ ²ŀǎƘƻŜ /ƻǳƴǘȅΩǎ Department of Human Resources. 
Vacancies are posted via national ads in resources ǎǳŎƘ ŀǎ ǘƘŜ bŀǘƛƻƴŀƭ !ƴƛƳŀƭ /ƻƴǘǊƻƭ !ǎǎƻŎƛŀǘƛƻƴΩǎ 
job-posting website (www.nacanet.org/jobopps.html). The Department of Human Resources will also 
sometimes create an open recruitment for positions in order to obtain a list of qualified candidates. 
 
The WCRAS Manager and all Supervisors are involved in the interview process. The Interim Manager 
indicated that there may be some hires where the interview panel includes external members, such as 
staff from another county or staff from NHS. Each member of the interview panel rates the 
interviewee, but the Manager or Supervisor filling the vacancy has the authority to make the hiring 
decision. 
 

http://www.nacanet.org/jobopps.html
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WCRAS has an excellent staff-retention record. The Interim Manager indicated that there is virtually no 
turnover of field staff. There is some turnover in the Animal Caretaker position. The reasons cited for 
this turnover are the nature of the work and also the fact that this is an entry-level position. The 
Kennel Supervisor stated that she has given her staff greater ownership and more responsibility in the 
performance of their duties. This type of management style allows for the retention of good staff. Prior 
to the site visit, the American Humane team was supplied with the name, position, hire date and 
current hourly wage for each WCRAS staff member. The most senior employee was hired in September 
1984, and the most recent hire was in August 2008. There is currently a hiring freeze in effect for the 
entire County, so the current vacancies are not being filled.  
 

 
Hire dates for current WCRAS staff 
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Key recommendations:  

None 

 

General recommendations:  

None 

 

 

11.0 Staffing levels  
With a hiring freeze in place, both staff and management reported that each of the service areas is in 
need of additional staff. Managers in each of the areas stated that it is difficult to grant leave requests, 
and that their staff members recognize the potential impact of an absence.  
 
During the course of the three-day site visit, the American Humane team observed three out of the 
four office staff members coming into work ill. They each stated that they could not be absent due to 
the workload that would be placed upon their co-workers. It was also stated during interviews with 
staff that temporary employees do not perform the full range of duties that permanent staff do. At the 
time of the site visit, the Kennel Supervisor had one staff member on bereavement leave and one staff 
member on modified duty. This situation necessitated the Kennel Supervisor working in the kennels, 
which caused a backlog in her regular management duties. The current staffing level does not allow 
WCRAS to participate in any proactive programs, such as microchip clinics or public education and 
outreach.  
 
The Interim Manager believes that WCRAS is in need of two additional field staff, two additional kennel 
staff and one additional office staff. 
 
Below is the list of the full-time equivalent (FTE) complements for each position within WCRAS. There 
are currently three vacancies. Two vacancies are filled with temporary employees, and the vacant 
Manager position has been filled on an interim basis by the Field Supervisor. 
 
Current FTE by job title: 
 
Animal Services Manager ς 1 FTE   (vacant) 
Field Supervisor - 1 FTE   (also acting as Interim Manager) 
Kennel Supervisor ς 1 FTE    
Office Support Specialist ς 1 FTE 
Lead Animal Control Officer ς 4 FTE 
Animal Control Officer ς 15 FTE 
Veterinary Technician ς 1 FTE 
Office Assistant II ς 4 FTE   (1 vacancy filled by a temporary employee) 
Kennel Assistant ς 4 FTE 
Animal Caretaker ς 4 FTE   (1 vacancy filled by a temporary employee) 
Contract Veterinarian - .125 FTE 
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Veterinary staffing levels will be discussed in Section 47.0. 

 
 

Key recommendations:  

V WCRAS should fill all vacant positions with permanent hires. This will create stability in the 

affected service areas.   

V Based upon animal intake statistics, WCRAS should look to increase its staffing complement for 

shelter services. The following shelter staff requirements are based on an assumption that all 

impounded/stray animals are held for the maximum time of five days (under special 

circumstances this could be up to 30 days or longer). In reality, some of those animals would 

not stay for the maximum time, but would be redeemed at various times during the 

redemption period. Additionally, the animal may not be released immediately after the five-day 

hold time due to lack of space with one of the adoption partners. 

The current FTE complement at WCRAS for shelter animal husbandry duties is 8 FTEs (Animal 
Services Kennel Assistant ς 4 FTE, Animal Services Caretaker ς 4 FTE).   
 

Staff requirement calculation for kennels: 

11,394 animals (excludes livestock and live wildlife)/365 days = 31.2 animals per day. 

31.2 x 5 stray hold sheltering days equals an average of 156 animals per day in the shelter. 

Allowing for 20 minutes per animal daily for feeding and cleaning, this equals a daily time 
requirement (156 animals x 20 minutes each) of 3,120 minutes or 52 hours.  
 
52 hours per day x 7 days equals 364 hours per week. 
 
Based on a 40-hour week, that would require a total of 9.1 FTEs for stray-holding care only. 
 
This calculation does not include the time required to care for livestock or the build-in of the 
staff complement required to cover vacation and other absences.  

 
V Ensure that temporary staff is trained to perform the same duties as permanent staff. 

 
 

General recommendations:  
None 

 

 

12.0 Staff orientation and training  
New staff is required to attend Washoe CountyΩǎ orientation courses. The New Employee Orientation is 
a one-day mandatory training session that introduces new hires to the County, including overviews of 
departments, resources, visions and values. This training also includes an introduction to SAP payroll, 
time entry and important County policies such as sexual harassment, workplace violence and 
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discrimination. Staff is encouraged to enroll in the certification program courses for Excellence in Public 
Service (www.washoecounty.us/humanresources/workforce/training/eps.htm).  
 
In addition to the Washoe County orientation courses, WCRAS maintains a New Hire Checklist for each 
new employee. The checklist is kept electronically in an Excel file and provides information regarding 
training received, who delivered it, the starting date and the completion date. 

 

 

Sample of New Hire Checklist  

 

In addition to the New Hire Checklist, WCRAS maintains a Training Checklist for its in-house training 

program. The checklist covers a range of tasks, procedures and policies. The checklist is divided into 

these categories: Administration, Safety, Chameleon Procedures, Basic Animal Handling and Restraint, 

Animal Intake, Adoption Process, Redemption Process, Kennel Cleaning and Feeding Procedures, 

Cattery and Puppy Room Cleaning and Feeding Procedures, Exotics and Livestock Cleaning and Feeding 

Procedures, Medical/Clinical Procedures, Reporting Cruelty and Neglect for Incoming Animals, 

Quarantine Procedures, Video for Animal Handling and Safety, Euthanasia and Chemical Restraint, 

http://www.washoecounty.us/humanresources/workforce/training/eps.htm
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Miscellaneous Procedures, Customer Service, and Proper Equipment Use. Tasks are checked off when 

the employee has demonstrated an understanding that meets the satisfaction of the trainer. The 

checklist uses a key to track the completion of the tasks. The codes are: (D) The trainee has 

demonstrated the ability or possesses the understanding to perform the task; (E) The task, procedure 

or policy has been explained; and (L) The trainee is able to locate or access the information. 

Additionally, the trainer and trainee initial the task upon completion with the date and any additional 

comments.  

 

 
Sample of Training Checklist  

 
WCRAS does not have detailed training guides outlining how staff should be trained for their specific 
job tasks and in what sequence their training should proceed. One concern cited by staff is that due to 
a reduction in staffing levels, there is not always an opportunity to fulfill all training requirements. 
 
Office staff training is coordinated through the Office Support Specialist. Training includes the use of 
Chameleon, review of the General Shelter Guidelines SOP and overview of other administrative 
functions. For new hires, a different Office Assistant II staff person may be assigned as the trainer 
depending upon the particular task. 
 
For kennel staff, new hires are assigned to one dedicated lead Kennel Assistant, which provides some 

consistency in the performance of tasks. The trainer keeps the Kennel Supervisor informed of the new 

ŜƳǇƭƻȅŜŜΩǎ ǇǊƻƎǊŜǎǎΦ .ƻǘƘ ƳŀƴŀƎŜƳŜƴǘ ŀƴŘ ǎǘŀŦŦ ǎŜŜ ǘƘƛǎ ǇǊƻŎŜŘǳǊŜ ŀǎ ŀ ǎǘǊŜƴƎǘƘ ƻŦ ǘƘŜ ǎƘŜƭǘŜǊ 

training program. Some kennel staff also indicated a desire for cross-training with office and field staff 

to gain a better understanding of those duties. 
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ACOs are required to complete Level I and Level II of the National Animal Control Association (NACA) 
Certification Training, firearms range training, and policy and defensive driving training (required to be 
repeated every two years). Sporadically, ACOs are offered courses on conflict resolution, dealing with 
difficult encounters, healthy team dynamics, emotional intelligence and some other County-offered 
trainings.  
 
Each member of the management team is responsible for documenting completed training for their 
staffΦ ²ŀǎƘƻŜ /ƻǳƴǘȅΩǎ 5ŜǇŀǊǘƳŜƴǘ ƻŦ IǳƳŀƴ wŜǎƻǳǊŎŜǎ Ƴŀƛƴǘŀƛƴǎ ŀƴ ƻƴƭƛƴŜ ǎȅǎǘŜƳ ŦƻǊ ǘǊŀŎƪƛƴƎ 
courses completed by staff. This system primarily tracks Washoe County courses, but Supervisors have 
the ability to add in-ƘƻǳǎŜ ŎƻǳǊǎŜǎ ǘƻ ŜƳǇƭƻȅŜŜǎΩ ŦƛƭŜǎΦ ¢ǊŀƴǎŎǊƛǇǘǎ ŦƻǊ ǘƘŜ LƴǘŜǊƛƳ aŀƴŀƎŜǊ ŀƴŘ YŜƴƴŜƭ 
Supervisor were made available to the American Humane team. The transcripts outline the name and 
description of the course, time and date of attendance, location, name of the instructor, whether the 
full course was completed and whether the employee received any continuing education units. 
 
The specifics of the safety training program will be discussed in Section 36.1. 

 

Key recommendations:  

V WCRAS should create step-by-step training SOPs for specific tasks, such as cleaning protocols,  

to be used by the senior staff members who serve as trainers and coaches. Although the 

current method of training by senior staff members is basically effective, there are 

inconsistencies in the performance of some tasks.  

 

General recommendations:  

V Those training courses that are currently offered to ACOs ƻƴƭȅ άŀǎ ǘƛƳŜ ǇŜǊƳƛǘǎέ should be 
included in the mandatory structured training. All of these classes are important to the overall 
effectiveness of the officers.  
 

V Although covered in the NACA training, additional training in capture and restraint techniques, 
as well as animal behavior, would benefit the ACOs. It is essential that ACOs stay current on the 
latest technology and techniques. Animal capture and restraint classes generally offer training 
on the proper use of existing equipment, as well as introducing officers to the appropriate use 
of new types of equipment. Animal behavior classes can be invaluable when assessing field 
situations, as well as applying capture techniques. Additionally, officers can pass along accurate 
behavioral information to pet owners that may aid in solving a neighborhood problem or 
maintaining an animal in a home. Training classes can often be held in-house by contracting 
with outside experts. Offering two sessions of each class will allow all staff members to attend. 
In addition, opening the sessions to NHS and other regional animal care and control agencies 
may offset expenses. Based upon current personnel and the available physical facility, WCRAS 
could easily become the regional training center for animal care and control. 

 

An excellent resource for free trainings for shelter professionals is PetSmart Charities webinars 
(http://www.petsmartcharities.org/animal-welfare/webinars.php), which allow staff to receive 
highly interactive training via the internet. Various webinars are held throughout the year and 

http://www.petsmartcharities.org/animal-welfare/webinars.php
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cover a wide variety of topics, including shelter medicine, disease control and sanitation, and 
management issues. 
 

 

13.0 Employee manual  
WCRAS utilizes the Washoe County employee manual that is online via the intranet for overarching 
/ƻǳƴǘȅ ǇƻƭƛŎƛŜǎ ŀƴŘ ǇǊƻŎŜŘǳǊŜǎΦ ¢ƘŜ /ƻǳƴǘȅ Ƙŀǎ ŀ άƎǊŜŜƴ ƛƴƛǘƛŀǘƛǾŜέ ǇƻƭƛŎȅ in accordance with which 
WCRAS tries to reduce hard-copy materials whenever possible. Prior to the green initiative, staff 
members were required to sign an acknowledgement that they had read and understood the County 
employee manual, but these forms have now been eliminated. 
 
For information on specific shelter operations, WCRAS utilizes industry standard manuals. For the 
Chameleon database, the shelter uses I[tΩǎ ƻƴƭƛƴŜ ǘǊŀƛƴƛƴƎ ƎǳƛŘŜ 
(www.chameleonbeach.com/webhelp). This guide provides written tutorials and demonstrations for 
utilizing various screens in the database. There are a number of manuals available on euthanasia, 
including the Humane Society of the United States (HSUS) Euthanasia Training Manual by Rebecca 
Rhoades, DVM, the Nevada Euthanasia Technician Training Manual and the Handbook of Pentobarbital 
Euthanasia by Tim Greyhavens. The Nevada Administrative Code is also used by euthanasia technicians 
(www.leg.state.nv.us/nac/NAC-638.html#NAC638Sec450). For various other shelter operations, 
WCRAS ǳǎŜǎ ǘƘŜ άIƻǿ ¢ƻέ ǎŜǊƛŜǎ ŦǊƻƳ the HSUS. This information is available online through the HSUS 
website at 
www.animalsheltering.org/resource_library/search_results.html?librarytopic=how_to_instructional_s
heets). 
 

 
Key recommendations:  

V WCRAS should reinstitute the staff signature page in order to have written acknowledgement 

from staff that they have read and understand the policies contained within the employee 

manual. This written acknowledgement will prove valuable as part of the documentation 

process in initiating disciplinary action when a policy is violated. 

 

General recommendations:  

None 

 

 

14.0 Standard Operating Procedures (SOPs)  
The American Humane team was supplied with copies of the current WCRAS SOPs prior to the site visit. 

While all the documents have been filed as SOPs, many appear in the form of a policy, directive or 

guidelines. The dictionary defines άstandard operating procedureέ as: (n.) 1. Established procedure to 

be followed in carrying out a given operation or in a given situation. 2. A specific procedure or set of 

procedures so established. The WCRAS SOPs are currently incomplete, and most of them do not 

http://www.chameleonbeach.com/webhelp
http://www.leg.state.nv.us/nac/NAC-638.html#NAC638Sec450
http://www.animalsheltering.org/resource_library/search_results.html?librarytopic=how_to_instructional_sheets
http://www.animalsheltering.org/resource_library/search_results.html?librarytopic=how_to_instructional_sheets
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provide step-by-step operational details. An exception that should be noted is the field services SOPs, 

most of which are comprehensive in covering specific procedural details.  

 

The WCRAS SOPs are filed into three service areas:  administration, field and shelter. A fourth file, 
enǘƛǘƭŜŘ ά/ƘŀƴƎŜŘ {htǎ,έ was also provided to the American Humane team. These changed SOPs are 
primarily for administrative functions or shelter operations. There is virtually no revision history 
recorded within these documents. The modification dates are shown in the file name, and the edits 
had been executed within two weeks of the American Humane site visit. The documents lack 
consistency in terms of standardized templates. They appear to have been developed using various 
workflows and do not contain consistent core pieces of information (e.g., contact person, version 
control, author, publication date, etc.). 

 
The WCRAS management team confirmed that the SOPs are not complete. Most operational directives 
are issued to staff in the form of an email. The creation of SOPs is a work in progress. The Interim 
Manager displayed a number of draft SOPs on his computer desktop during the site visit. 
  
The creation of SOPs at WCRAS is based on a team concept. Most SOPs are written by management 
staff, but some are written by an identified subject matter expert (SME). Once the procedure has been 
written, it is disseminated to the specific staff members who normally perform that duty so they may 
provide input. Once feedback has been received, management finalizes the document and forwards it 
to staff via email. The one consistent aspect to the current SOPs is the inclusion of a signature page. 
Staff is required to sign and date a statement that they have received, read and understand the SOP.  
 
Some of the management team stated that the SOPs are based on best practices outlined by national 
organizations. In most cases, the American Humane team could not determine whether the SOPs are 
up to date. They do not include dates that indicate publication, reviews, approvals or revisions.  
 
The Administrative Policies and General Shelter Guidelines documents more closely resemble a 

traditional SOP format. However, they attempt to cover far too much information at once. 

All of the SOPs aǊŜ ǎǘƻǊŜŘ ƻƴ ǘƘŜ ΨtΩ ŘǊƛǾŜ ƛƴ ǘƘŜ ŎƻƳǇǳǘŜǊ ƴŜǘǿƻǊƪ, and staff repeatedly referred to 

ǘƘŜ ΨtΩ ŘǊƛǾŜ ǿƘŜƴ ŀǎƪŜŘ ŀōƻǳǘ {htǎ during the site visit. Although staff said they knew the documents 

were available, many stated that the SOPs were not routinely used for training. When the American 

Humane team asked for copies of the documents used in day-to-day operations, staff members had a 

difficult time finding the materials. However, staff performance seemed to be consistent. They 

followed similar practices, understood how co-workers were completing tasks and were able to pick up 

procedures where others left off, even after being away for a number of days. Staff relied on the chain 

of command, as well as being in constant communication, to coordinate their activities. When there 

were issues, staff members took the time to understand them and work out the details. Staff relied on 

their hands-on experience and a high degree of communication to complete tasks. The shelter facility 

was not extremely busy during the site visit, which poses some future concerns. Will staff who direct 

untrained Community Service Workers (CSWs) while also completing their own work be able to 

maintain consistent practices and a high degree of communication during peak periods? 
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To challenge the agency even more, there was a recent change in leadership, along with changes in 

how WCRAS and NHS work together. The organizations are in the process of rebuilding their 

relationship with each other and are making some sweeping changes to their operations.  

There have recently been significant changes in programs, animal handling routines and methods of 

communication between the two organizations. The speed of the changes has certainly outpaced their 

ability to document and train. These dynamic shifts in practices were not reaching all levels of WCRAS 

and NHS, but because they rely so heavily on the chain-of-command structure, serious breakdowns 

had been averted. 

During the site visit, a feral cat housed in cat room 2 became seriously ill. All of the cats in that room 

were feral cats and were therefore possible candidates for the NHS barn cat placement program. The 

sick cat tested positive for panleukopenia. The new, as-yet undocumented guidelines required staff to 

contact NHS about the sick cat before euthanizing it and also about the other cats in that room that 

had potentially been exposed to panleukopenia. The American Humane team witnessed calls being 

made to NHS early in the morning, but apparently there was still some miscommunication, as an NHS 

staff member reported to the team that the proper protocol was not followed in this situation. 

Ultimately, the situation was resolved satisfactorily when the other feral cats in room 2 were 

transferred to an isolation room at NHS later that day. Without documented SOPs in place, following 

the proper protocol required significant time and effort. It is conceivable that this would become an 

everyday occurrence in such a busy, non-stop environment. 

 

Key recommendations:   

V WCRAS needs to document all procedures and practices into written Standard Operating 

Procedures and create an organized written training regimen for staff. The creation of SOPs will 

require a significant time commitment, and it will likely take several months to complete SOPs 

for all tasks and functions within WCRAS.  

 

V WCRAS should work with NHS to create shared SOPs that address all aspects of the working 

relationship between the two organizations. It is essential that the practices, procedures, 

expectations and outcomes that affect both organizations are clearly defined in writing. 

Internal communications within each organization based upon the same set of guidelines will 

help ensure consistent performance and improve confidence and understanding. It might be 

beneficial to approach writing the SOPs and training staff as a joint project. 

 

V It is recommended that a formal policy be established defining how SOPs are to be developed 

and approved and outlining the standard content each SOP should contain. WCRAS should also 

establish a Policy Management Program that is applicable to all service areas, and standardize 

procedures or processes that explicitly state the chain of events or parties that should be 

involved when developing, approving, reviewing or publishing policies and procedures. By 
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centralizing the management and maintenance of policies and procedures τ as well as 

establishing a framework in which policies and procedures should be developed, approved and 

reviewed τ WCRAS will be able to ensure authority, accuracy and currency of the 

documentation upon which staff members act. Three document formats should be used: policy, 

procedure and guideline (see Policy Template, Procedure Template and Guideline Template).  

 

The policy document is defined as a statement of intent that describes the approach or course 

of action WCRAS is taking in respect to a particular issue. Policies are underpinned by relevant 

evidence-based process documents and enable management and staff to make correct 

decisions, work effectively and comply with relevant legislation and WCRAS aims and 

objectives. Policies must be achievable and must demonstrate through aims and objectives how 

the policy statement is to be achieved. Policies must be approved by the relevant body and, 

once implemented, they are mandatory for all staff. Each policy should have a purpose and 

specific steps (procedures) as to how the policy is to be accomplished. For operational 

functions, a policy will be a set of principles intended to govern actions affecting a specific 

program area or daily task. A policy is considered operational if it has an impact on specific 

individuals or processes.  

The procedure document comprises protocols, processes and manuals. Procedure documents 

interpret a policy into operational requirements and will normally contain locally agreed-upon 

ways of working based on a body of expert opinion built from past practice, research and 

experience. They provide explicit step-by-step instructions to standardize processes and 

describe how various procedures will normally be carried out. Procedure documents may stand 

alone or be attached as appendices to policies, detailing how a specific policy will be 

implemented. Examples of procedure documents include, but are not limited to:  Manual τ a 

guidance document consisting of procedures that usually contains examples for performing 

specific tasks; Handbook τ a small, concise reference book or manual that is a compendium of 

information on a topic of instruction; and Protocol τ a procedural code prescribing strict 

adherence to specific actions.  

Guideline documents are defined as a written statement for the purpose of providing future 

direction, clarification, or other necessary or useful information or direction as it relates to the 

particular work activity and process affected. These types of documents are non-mandatory, 

non-binding, and not subject to disciplinary action if not adhered to. 

General recommenda tions:   

V Continue to maintain SOPs centrallȅ ƻƴ ŀ ǎƘŀǊŜŘ ŘǊƛǾŜ όΨtΩ ŘǊƛǾŜύ, and establish a framework for 
the development, approval and review of WCRAS SOPs. Objectives for the framework should 
include: 1) ensuring all policies are written, presented, approved and implemented in a 
standard format; 2) providing a mechanism for the development, monitoring and regular 
review of new and existing policy documents; and 3) establishing version-control protocols for 
the management of changes to policy and procedure documents.  
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V As more SOPs are created, create a Policy Document Inventory List for tracking active and past 

policies, procedures and guidelines. 

 
Example of Policy Document Inventory List 

 

15.0 Uniforms an d dress code 
The uniforms and appearance of the WCRAS staff were very clean and neat. There is a detailed Code of 
Appearance SOP which addresses the uniform requirements of each department. The kennel staff is 
issued tan uniform shirts with the WCRAS insignia, dark green pants and WCRAS jackets. They are also 
required to wear black leather or leather-style shoes or boots. The office staff is issued a variety of 
scrub shirts with animal designs. They follow a daily schedule of which shirt they are to wear on which 
day so that all office staff members are consistently dressed alike. Office staff wears their own pants 
with the division-issued shirts. Both kennel and office staff are also required to wear division-issued 
name badges while on duty. The licensed Veterinary Technician is issued dark green scrub pants and 
shirts with her name and title embroidered on them. Neither the Kennel Supervisor nor the Office 
Support Specialist wore a uniform during the site visit; both of those individuals were dressed in casual 
clothing.  
 
ACOs are issued tan uniform shirts with the WCRAS insignia, dark brown pants, WCRAS jackets, 
baseball style or watchman caps and dark brown sweaters. Officers are also required to wear 6-inch or 
higher black or dark brown leather work boots. Each individual officer also wears the appropriate 
uniform attachments, such as shield, name plate, service stripes and insignia of rank.  
 
Washoe County has Collective Agreements in place with Supervisory-Administrative employees and 
with Non-Supervisory employees. The Collective Agreements outline conditions on uniforms. The 
employer shall furnish and replace uniforms if it is a requirement of the job. If a replacement is 
ǊŜǉǳƛǊŜŘ ŘǳŜ ǘƻ ŀƴ ŜƳǇƭƻȅŜŜΩǎ ƴŜƎƭƛƎŜƴŎŜΣ ǘƘŜ ŜƳǇƭƻȅŜŜ ƛǎ responsible for that replacement. In the 
Collective Agreement, there is also a statement in Article 25 that saysΥ άLƴ ƭƛŜǳ ƻŦ ƳŀƛƴǘŀƛƴƛƴƎ ǳƴƛŦƻǊƳǎ 
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directly or through contract facilities, the County shall pay a uniform maintenance allowance at the 
following rates.έ For WCRAS, the Animal Control Officer rate is $35 per month and the Animal 
Caretaker, Kennel Assistant and Veterinary Technician rate is $25 per month. 

 
Key recommendations:  

None 

 

General recommendations:  

V For consistency and easy identification by members of the public, WCRAS should consider 

having the Kennel Supervisor and Office Support Specialist also wear uniforms.  

 

 

16.0 Employee accountability and performance evaluations  
The Interim Manager indicated that the County recently created a new employee evaluation and 
development plan template. He mentioned that he has revised the forms to better meet the needs of 
WCRAS.  Employee performance evaluations are conducted annually, but they are also built upon via 
quarterly meetings with the ŜƳǇƭƻȅŜŜΩǎ immediate supervisor. These quarterly meetings are used as a 
developmental tool and needs assessment to determine what the future training objectives should be 
for that employee. 
 
A copy of the template for ACO performance was provided to the American Humane team. The first 
section of the evaluation reviews the !/hΩǎ performance for the last period. Both the Supervisor and 
the ACO have the ability to make written comments regarding the rating of competencies and 
functions. There are three possible ratings for each objective: below expectations, meets expectations, 
and exceeds expectations. The second part of the evaluation lists the goals and objectives for the next 
review period. Developmental objectives include continuing education and setting timelines for 
achieving the desired performance. 
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Sample of Officer Performance template - Functional Competencies/Essential Job Requirements 

 
In terms of day-to-day accountability, the field staff is monitored by the lead Sergeants. The Sergeants 
check the radio traffic to ensure that calls are responded to and completed. They also monitor the 
Tiburon and Chameleon systems for response times to all calls, but in particular those that are deemed 
to be priority responses. The field staffΩǎ time is tracked through the Tiburon dispatch system. Officers 
ƭƻƎ ƛƴǘƻ ǘƘŜ ǎȅǎǘŜƳ ŦǊƻƳ ǘƘŜƛǊ ǾŜƘƛŎƭŜǎ ŀƴŘ ƭŀǳƴŎƘ ǘƘŜ άhƴ 5ǳǘȅέ ƴƻǘƛŦƛŎŀǘƛƻƴ that tracks their 
attendance. 
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Both the office and kennel staff members are required to use a time clock for their attendance. For the 
kennel staff, tasks are assigned on a rotational basis on the shift schedules. Work is monitored by the 
Kennel Supervisor and Kennel Assistants. The Office Assistant II staff has duties that are assigned on a 
weekly basis. Office functions are monitored by the Office Support Specialist.  
 
Key recommendations:  
None 
 
General recommendations:  
None 

 

 

17.0 Disciplinary procedures  
Disciplinary procedures are outlined in Article 33 of the Collective Agreements. The County may not 
take any disciplinary action without just cause. In matters of discipline for violation of rules and 
policies, employees must be notified in writing of such rules or regulations before disciplinary action is 
taken. 
 
If disciplinary ŀŎǘƛƻƴ ƛǎ ŀ ǊŜǎǳƭǘ ƻŦ ǿƻǊƪ ǇŜǊŦƻǊƳŀƴŎŜΣ ǘƘŜ ŜƳǇƭƻȅŜŜΩǎ Supervisor shall verbally inform 
the employee of the specific lapse before issuing a warning letter or reprimand. Supervisors must take 
action within 45 days of the violation or performance lapse. If they fail to do so, the County must be 
able to demonstrate extenuating circumstances as to why the time limit was exceeded.  
 
All disciplinary action is to be in writing. All documentation of disciplinary action is kept in an 
ŜƳǇƭƻȅŜŜΩǎ ŦƛƭŜ ŦƻǊ 18 months. Employees have the right to appeal disciplinary action through the 
grievance procedure.  
 
WCRAS management staff is involved in the investigation and meting out of disciplinary action. 
Terminations are collectively handled by Human Resources, the WCRAS ManagerΣ ǘƘŜ ŜƳǇƭƻȅŜŜΩǎ 
Supervisor, the employee and the EmployeesΩ Association representation. 

 
Key recommendations:  

None 

 

General recommendations:  

None 

 

 

18.0 Grievance procedures  
Grievance procedures are outlined in Article 32 of both Collective Agreements. The article is divided 
into three sections.  
 



Shelter Assessment ς Washoe County 

29 
 

The first section is the general section that provides definitions, how a grievance is affected, the 
requirement for a grievance to be in writing, and the requirement to file copies of the grievance with 
both ǘƘŜ /ƻǳƴǘȅΩǎ [ŀōƻǊ wŜƭŀǘƛƻƴǎ aŀƴŀƎŜǊ ŀƴŘ ǘƘŜ 9ƳǇƭƻȅŜŜǎΩ !ǎǎƻŎƛŀǘƛƻƴ hŦŦƛŎŜΦ 
 
The second section of the article outlines the grievance procedures. There are three levels to this 
section. The firǎǘ ƭŜǾŜƭ ƻǳǘƭƛƴŜǎ ǘƘŜ ǘƛƳŜƭƛƴŜǎ ŦƻǊ ǘŀƪƛƴƎ ǳǇ ǘƘŜ ƎǊƛŜǾŀƴŎŜ ǿƛǘƘ ǘƘŜ ŜƳǇƭƻȅŜŜΩǎ 
department head. The department head is to attempt to resolve the matter at that time. If the 
grievance is not settled during these informal discussions, the grievant submits a written grievance 
within seven days, and the department head is to render a written decision within seven days of 
ǊŜŎŜƛǇǘ ƻŦ ǘƘŜ ƎǊƛŜǾŀƴŎŜΦ ¢ƘŜ ǎŜŎƻƴŘ ƭŜǾŜƭ ŀƭƭƻǿǎ ǘƘŜ ƎǊƛŜǾŀƴǘ ǘƻ ŀǇǇŜŀƭ ǘƘŜ ŘŜǇŀǊǘƳŜƴǘ ƘŜŀŘΩǎ 
decision with the County Manager, who then has seven days to render a decision. Level three sets out 
the timelines for submitting unresolved grievances to arbitration. 
 
The third section of the article discusses conditions related to failure to act by management, waiving of 
time limits, settlement of grievances and arbitration. Arbitration hearings are closed hearings, and no 
news releases are permitted concerning the hearing. 
 
Both Collective Agreements have clearly outlined the procedures and required documentation for the 
grievance process. Through staff interviews, the American Humane team determined that the WCRAS 
employees are aware of the grievance procedure and are satisfied with the effectiveness of the 
process. 
 
Key recommendations:  
None 
 
General recommendations:  
None 

 

 

19.0 Compensation and benefits  
Article 47 of the Collective Agreements sets the pay grades, classifications and job titles for WCRAS. 
Salary schedules and market pay differentials for classifications are the exclusive responsibility by the 
parties to Hay Group (www.haygroup.com/ww/Index.aspx).  
 
The following chart displays the hourly rate and annual salary for each of the WCRAS positions. 
Additionally, each position is matched with a similar position in the 2009 SAWA Salary Survey 
(www.sawanetwork.org) and the average salary for that position is listed. These salaries were 
compared with responding agencies that have a net budget between $1 million and $2.9 million. 
Moreover, it should be noted that a majority of respondents are from nonprofit animal welfare 
organizations. Municipal animal control agencies generally offer higher levels of compensation than 
nonprofits. 
 
 

 

http://www.haygroup.com/ww/Index.aspx
http://www.sawanetwork.org/
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Job Description Hourly 

Rate 

Annual Salary 

(Based on 40-hour 

week) 

SAWA Survey Position 

Match 

SAWA Survey  

Average 

Salary 

Animal Services 

Manager 

$29.39 - 

$38.19 

$61,131 - 

$79,435 

CEO/Executive Director 

 

$81,341 

 

Animal Services 

Supervisor 

$23.59 - 

$30.64 

$49,067 - 

$63,731 

Head of Operations 

Shelter Manager 

Head of Field Operations 

$50,121 

$35,773 

$42,376 

Office Support 

Specialist 

$18.44 - 

$23.97 

$38,355 - 

$49,858 

No Specific Match 

Facility Manager 

 

$39,764 

Lead Animal 

Control Officer 

$20.71 - 

$26.72 

$43,077 - 

$55,578 

Animal Control 

Supervisor 

$40,829 

Animal Control 

Officer 

$19.51 - 

$25.35 

$40,581 - 

$52,278 

Animal Control Officer $29,139 

Veterinary 

Technician 

$20.71 - 

$26.72 

$43,077 - 

$55,578 

Veterinary Technician $33,252 

Office Assistant 

II 

$15.70 - 

$20.40 

$32,656 - 

$42,432 

Data Entry Clerk 

Receptionist 

Intake/Receiving Clerk 

$25,428 

$21,602 

$22,794 

Animal Services 

Kennel 

Assistant 

$16.64 - 

$21.63 

$34,611 - 

$44,990 

Animal Care Attendant $20,780 

Animal Services 

Caretaker 

$14.07 - 

$18.29 

$29,266 - 

$38,043 

Animal Care Attendant $20,780 

 
Pay scales, pay increases and benefits are collectively bargained. Pay increases are represented as cost 
ƻŦ ƭƛǾƛƴƎ ŀƭƭƻǿŀƴŎŜǎΦ {ǘŀŦŦ ƛǎ ŀƭǎƻ ŜƴǘƛǘƭŜŘ ǘƻ άcareer iƴŎŜƴǘƛǾŜέ ǇŀȅƳŜƴǘǎΦ {ǘŀŦŦ ƛǎ ŜƭƛƎƛōƭŜ ǘƻ ŜŀǊƴ Ϸмлл 
per year after completing five years or more of full-time service. The Collective Agreement outlines 
annual payment based upon years of service. The range is a minimum of $500 for five years of service 
to $3,000 for 30 or more years of service. 
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Washoe County offers a wide variety of benefits. A summary of benefits was provided to the American 
Humane team by WCRAS prior to the site visit (see Summary of Benefits). The health plan includes 
medical, dental, vision and life insurance. Health benefit premiums are 100 percent paid by the County. 
The County has established an Insurance Negotiating Committee whose purpose is to recommend 
benefit changes to the Washoe County Commission. Staff may enroll in the health plan up until 90 days 
after their hire date. Most other benefits allow enrollment at any time; some require a minimum 
number of hours worked per week. Other benefits offered include a flexible spending account, 
wellness program, employee assistance program, long- and short-term disability insurance, and 
retirement contributions. Washoe County pays 100 percent contribution to the Public EmployeesΩ 
Retirement System of Nevada (www.nvpers.org/).   
 
A tuition reimbursement policy applies to all Washoe County staff. The policy states: 
 
It is the policy of Washoe County to assist employees wishing to improve their job knowledge by 
attending classes at an accredited academic institution. In keeping with such policy, the following 
procedures shall be followed by employees seeking tuition reimbursement: [Please understand that all 
requests are subject to appropriate approvals and availability of financial resources within Department 
budgets.] Upon recommendation of the employeeΩs department head, the Director of Human Resources 
may grant approval for tuition reimbursement. In making such a recommendation, the department 
head shall follow the procedures listed below. 
 
1. Approval for tuition reimbursement must be received prior to the beginning of the class. 
2. Tuition reimbursement shall be granted for courses taken that are job-related or degree-related in 
the field the employee is employed in and that will improve the employeeΩs ability to perform at 
Washoe County. 
3. Employees must receive a final grade of άBέ or better in order to be eligible to receive 
reimbursement. 
4. Employees may receive reimbursement for required textbooks, if such textbooks are donated to the 
county at the completion of the course. 
5. No employee shall receive more than $750 in a calendar year for tuition reimbursement. 
6. If an employee elects to take a class at an institution other than the state community college or 
university, the maximum reimbursement shall be the amount equal to the cost of taking the class at the 
appropriate state institution. Employees who attend either the University of Nevada, Reno, Truckee 
Meadows Community College, or Western Nevada Community College will receive full reimbursement 
up to the maximum amount allowed annually. 
7. Appeals may be made to an Assistant County Manager within 30 calendar days of notification of 
denial. All decisions are final. 
 

Washoe County staff receive 11 paid holidays each year. Eligibility is immediate upon employment. The 
holidays offered are New YearΩǎ 5ŀȅΣ aŀǊǘƛƴ [ǳǘƘŜǊ YƛƴƎ WǊΦ 5ŀȅΣ tǊŜǎƛŘŜƴǘΩǎ 5ŀȅΣ aŜƳƻǊƛŀƭ 5ŀȅΣ 
Independence Day, Labor 5ŀȅΣ bŜǾŀŘŀ 5ŀȅΣ ±ŜǘŜǊŀƴΩǎ 5ŀȅΣ ¢ƘŀƴƪǎƎƛǾƛƴƎ 5ŀȅΣ the day after 
Thanksgiving and Christmas Day. 
 
Vacation entitlement is available to full-time employees after six months of employment with the 
County. Vacation is earned on a graduating basis. Employees with 0 - 3 years of service receive 96 

http://www.nvpers.org/


Shelter Assessment ς Washoe County 

32 
 

hours per year, 3 - 5 years of service receive 136 hours, 5 - 10 years of service receive 152 hours, 10 - 
15 years of service receive 176 hours, 15 - 20 years receive 192 hours, and 20 years or more receive 
200 hours.  
 
Staff earns sick time from their first day of full-time employment. The accrual rate for 0 - 10 years of 
service is 1¼ days per month; employees with 10 years of service or more accrue 1½ days per month. 

 
Key recommendations:  

None 

 

General recommendations:  

None 

 

 

20.0 Employee morale  
Based upon ǘƘŜ !ƳŜǊƛŎŀƴ IǳƳŀƴŜ ǘŜŀƳΩǎ observations and interviews, the overall morale of the 
WCRAS staff seems to be very good. Many staff members indicated that the morale has greatly 
improved since the departure of the former Manager.  
 
Staff indicated that, in general, WCRAS is a team environment. The kennel staff as a whole cited that 
they are not micromanaged, which has facilitated a higher level of morale in their team. Some staff 
members feel there are divisions between the service areas, but they do not feel that these divisions 
create any conflicts. One of the problems noted by the field staff is heightened frustration concerning 
enforcement issues and the lack of power the staff has with citizen complaints. Other concerns cited 
include a lack of explanation regarding unfilled vacancies, temporary employees being limited in their 
duties (which then increases the workload for permanent staff), and not being granted approval for 
vacation requests. 
 
All members of the WCRAS management team felt that there was a more relaxed atmosphere since 
the previous ManagerΩǎ departure. The Interim Manager stated that he tries to communicate with 
individuals as needed and to the specific working groups on a regular basis. He indicated that he allows 
staff to break the chain of command if they so desire. The other members of the management team 
felt that having a more positive relationship with NHS has helped to improve staff morale significantly. 
Management also indicated that one of the reasons for improved morale is the ability of one of the 
service areas to bid on shifts and tasks based upon seniority. 
 
Key recommendations:  
None 
 
General recommendations:  
V Ensure that staff is aware of and understands issues that impact their work, such as budgetary 

concerns and hiring freezes. 
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21.0 Organizational trust  
The WCRAS staff exhibited a fairly high level of organizational trust. Most staff stated that their trust in 
management has improved since the departure of the former Manager and that the current 
management team looks out for their best interests. Most staff members stated that they have 
ŎƻƴŦƛŘŜƴŎŜ ƛƴ ǘƘŜ LƴǘŜǊƛƳ aŀƴŀƎŜǊΩǎ ŀōƛƭƛǘƛŜǎ, and most of them believe that the management team is 
implementing policies fairly. 
 
Some staff members are waiting to see what happens in the near future before putting their trust in 
management. Some of these staff members reported that there has not always been equal treatment 
of employees by WCRAS management. Some staff stated that up until recently, some managers 
unfairly targeted certain employees. One of the concerns cited was that staff is not always made aware 
of procedural changes. The example provided was a protocol change about owner-surrender 
euthanasia requests. Some staff felt that this change was not effectively communicated, and 
consequently, some staff did not find out about the change until a manager was called to the front 
desk to resolve this issue with a customer. Of particular concern to staff was the charging of a 
euthanasia fee when the service was no longer being offered, rather than charging a facility acceptance 
fee. Another concern cited by some staff was that there are no regular team meetings. There is also a 
fear among some staff that whoever is hired ƛƴǘƻ ǘƘŜ aŀƴŀƎŜǊΩǎ Ǉƻǎƛǘƛƻƴ Ƴŀȅ ƴƻǘ ƘŀǾŜ ǘƘŜ conviction 
needed to take a stand against ǘƘŜ άŘŜƳŀƴŘǎέ ƻŦ bI{ when necessary. 
 
CǊƻƳ ƳŀƴŀƎŜƳŜƴǘΩǎ ǇŜǊǎǇŜŎǘƛǾŜΣ ǘƘŜȅ ŦŜŜƭ ǘƘŀǘ ǘƘŜ vast majority of the staff care about the ŀƎŜƴŎȅΩǎ 
mission and take pride in the work carried out by WCRAS. Management indicated that they strive to be 
ŦŀƛǊ ŀƴŘ ǘƻ ƭƻƻƪ ƻǳǘ ŦƻǊ ǘƘŜƛǊ ŜƳǇƭƻȅŜŜǎΩ ƛƴǘŜǊŜǎǘǎΦ Management tries to keep an open line of 
communication, seeks feedback whenever possible and gives their staff ownership of tasks. 
 
The tools WCRAS uses for measuring organizational trust include feedback in performance reviews, 
exit interviews and this assessment by American Humane.  

 
Key recommendations:  

V Ensure that all staff members are informed of changes to policies and procedures in a timely 

fashion. 

 
General recommendations:  

V Hold regular staff meetings that have organized agendas and minutes.  

V Use the team meetings or employee surveys to gain feedback from staff to determine whether 

WCRAS is succeeding in its mission and strategic objectives. 

 

 

22.0 Budget and financial statements  
The WCRAS annual budgets and financial statements for 2007, 2008 and 2009 were provided to the 
American Humane team prior to the site visit. The WCRAS budget is not part of Washoe /ƻǳƴǘȅΩǎ 
general fund. The American Humane team found that WCRAS is adequately funded for the population 
size of the community serviced and its scope of operations. 
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Key recommendations:  

None 

 

General recommendations:  

None 

 

 

23.0 Bookkeeping/accounting  
The Office Support Specialist oversees the accounting, purchasing and inventory functions. Once there 
has been a confirmation of a receipt of goods, the appropriate cost centers and general ledgers are 
assigned, the documentation is signed by the Office Support Specialist, and the documents are 
remitted to the office of the Comptroller for processing. 
 
WCRAS uses Chameleon for customer transactions. The system generates receipts for services that 
have been provided and for which funds are transacted. A daily cash-box closing report is printed at 
the end of each day to reconcile the monies, and then the deposit is entered in SAP.  
 
Monetary donations are accepted by Washoe County Animal Services. The donation is recorded in 
Chameleon and in SAP. 
 
Payroll is also handled through SAP. The kennel staff and office staff are required to use time cards for 
their attendance. Field staff attendance is logged through Tiburon. Management staff approves the 
payroll requests, and processing is done through the County payroll subdivision. 
 
The American Humane team corresponded with the Chief Deputy Comptroller regarding divisional 
audits. She is not aware of any regularly scheduled departmental or divisional audits of WCRAS; 
however, ǘƘŜ LƴǘŜǊƴŀƭ !ǳŘƛǘ 5ƛǾƛǎƛƻƴ ƛƴ ǘƘŜ /ƻǳƴǘȅ aŀƴŀƎŜǊΩǎ hŦŦƛŎŜ ŘƻŜǎ ǇŜǊŦƻǊƳ ǾŀǊƛƻǳǎ ƛƴǘŜǊƴŀƭ 
audits. There is an independent accounting firm that annually audits Washoe /ƻǳƴǘȅΩǎ /ƻƳǇǊŜƘŜƴǎƛǾŜ 
Annual Financial Statements. The audited statements can be found on ǘƘŜ /ƻǳƴǘȅΩǎ ǿŜōǎƛǘŜ 
(www.washoecounty.us/repository/files/33/CAFR%2008.pdf).  

 

Key recommendations:  

None 

 

General recommendations:  

None 

 

 

24.0 Strategic planning  
WCRAS does not have a strategic plan or any measureable objectives and goals. The Interim Manager 
indicated that development of a strategic plan would be the responsibility of the person who fills the 

http://www.washoecounty.us/repository/files/33/CAFR%2008.pdf
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Manager position permanently. Prior to the site visit, the American Humane team was provided with a 
copy of ²/w!{Ωǎ strategic priorities. This document is modeled on the strategic priorities set by the 
Board of County Commissioners (www.washoecounty.us/bcc/priorities.html).  
 
Key recommendations:  
None 
 
 
General recommendations:  
V Once the Manager position has been filled, WCRAS should develop a three- to five-year 

strategic plan. A strategic planning committee should be created, including staff members from 

field, shelter and administrative services. A facilitator who has a good knowledge base should 

be engaged for the strategic planning process. 

V The strategic planning team should agree upon key areas that embody the overarching wishes 
of the community. Examples include community safety, human resources, spay/neuter 
programs, animal care and community outreach. The current strategic priorities document can 
be utilized to outline goals and objectives. The objectives should be written out under each goal 
area. Using the current strategic priorities document as a guide, an example goal could be, 
άImplement a pet microchip program to enhance our ability to reunite lost pets with their 
ƻǿƴŜǊǎΦέ One of the stated objectives would be, ά¢ƻ ƻŦŦŜǊ ŀƴ ŀƴƴǳŀƭ ƳƛŎǊƻŎƘip clinic beginning 
ƛƴ ǘƘŜ ǎŜŎƻƴŘ ǉǳŀǊǘŜǊ ƻŦ нлмлΦέ  

V Once the goals and objectives have been established, create an action plan to achieve the 
objectives, and then benchmark those objectives for future measurements. This will also allow 
for measuring staff accountability.  

V Ensure the strategic plan is distributed to all staff and that they have an understanding of the 
ŀƎŜƴŎȅΩǎ ŦǳǘǳǊŜ ŘƛǊŜŎǘƛƻƴΦ 
 
 

 

25.0 Physical plant review and evaluation  

 

25.1 Building exterior  
The WCRAS Center houses both WCRAS and the Nevada Humane Society (NHS). Both 

organizations moved into the shelter on February 22, 2006, making the building just over three 

years old. Overall, the building is approximately 93,000 square feet with approximately 63,000 

square feet under roof. Based on the current service agreement, NHS occupies approximately 

58 percent of the building under roof, which equals about 36,540 square feet, while the WCRAS 

side encompasses about 26,460 square feet. The approximately 30,000 square feet that is not 

under roof is comprised of  open courtyards with outside dog runs, dog get-acquainted areas, 

dog exercise areas and staff areas. Many of these courtyards are ƭƻŎŀǘŜŘ ǿƛǘƘƛƴ ǘƘŜ ōǳƛƭŘƛƴƎΩǎ 

footprint, resulting in open spaces that serve as functional interior rooms.  More than 50 

percent of the courtyard areas are located on the NHS side of the building. 

 

http://www.washoecounty.us/bcc/priorities.html
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¢ƘŜ ōǳƛƭŘƛƴƎΩǎ ŜȄǘŜǊƛƻǊ is constructed with a combination of colored architectural block, regular 

block, natural stone, tinted glass and painted steel. Two contrasting courses of concrete block 

forming a ring around the building, painted steel canopies at the main entrances, green flashing 

and painted metal roofs create an attractive facility. The natural stone at the front entrances 

and on the exterior walls of the education center is bold and very attractive (picture 1). The 

education center creates a separation between WCRAS and NHS. There are large glass fronts at 

the main entrances to Animal Services, NHS and the NHS Wellness Clinic. Large, tinted, double-

pane, insulated-glass windows are located around the exterior of the building, along with other 

glass doors and metal exit doors. The color scheme of the metal doors, metal door and window 

frames, glass doors, service doors, garage doors and the new barn facility match and 

complement ǘƘŜ ōǳƛƭŘƛƴƎΩǎ ŎƻƭƻǊ ǎŎƘŜƳŜΦ ¢ƘŜ Ƴŀƛƴ ǇǳōƭƛŎ ŜƴǘǊŀƴŎŜǎ ǘƻ ǘƘŜ ǘǿƻ ƻǊƎŀƴƛȊŀǘƛƻƴǎ 

are similarly constructed using large concrete pathways leading to the glass front entrances, 

enclosed by open steel frame and stone canopy structures that provide a strong architectural 

signal leading visitors to the entrances.  

 

There is a flat roof on the majority of the facility. The exterior walls of the building extend 

above the roof line and are capped with green metal flashing. The extended walls help hide 

some of the rooftop equipment and materials. Where rooftop equipment is too large to hide 

from view, a green metal façade surrounds it, which gives the roofscape a clean and attractive 

appearance. 

 

Green painted metal roofing matching the flashing and the rooftop enclosure is used to cover 

the kennel bays and part of the outside dog runs. Roof overhangs above the outside dog runs 

extend halfway over the runs. These shortened overhangs do not fully protect the dogs from 

rain, snow and direct sunlight. 

 

The combination of these features and the selection of colors and textures of the building 

materials make the facility very attractive and compatible with the surrounding environment. 

The textures and colors blend nicely and signal that the agencies within the building are 

professional organizations. 

 
The WCRAS Center is located just north of Washoe /ƻǳƴǘȅΩǎ DŜƴŜǊŀƭ {ŜǊǾƛŎŜǎΣ CŀŎƛƭƛǘȅ 

Maintenance, Telecommunications and Equipment Services complex located on land between 

the County complex on the south and land owned by the airport to the north. The main 

entrance to the shelter is off of Marques Way, which runs between the WCRAS shelter and the 

County complex. WCRAS shares the same building with the Nevada Humane Society (NHS). The 

ōǳƛƭŘƛƴƎΩǎ ƻǊƛŜƴǘŀǘƛƻƴ ƻƴ ǘƘŜ ǇǊƻǇŜǊǘȅ ǎŜǘǎ ǘƘŜ Ŝŀǎǘ ŜƴŘ όNHS side) parallel to Longley Lane. The 

south side, which is the length of the facility, runs parallel to Marques Way. Marques Way is off 

of Longley Lane, providing access to the public parking lot, the main entrances for WCRAS and 

NHS, and the service gate at the southwest corner of the property. In essence, the front of the 
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building (south side) runs parallel to Marques Way. The service gate is at the southwest corner 

of the property. It leads to the west parking area used for staff parking, field services vehicle 

parking and parking for the horse trailer, spay/neuter vehicle and the newer emergency 

response trailer. The animal control sally port is on the west end of the building and is accessed 

from the west parking lot. The old animal shelter facility sits on land farther to the west. The 

open land adjacent to the old shelter is used to exercise the horses and/or farm animals that 

are housed in the barn. The new barn and paddocks are located at the northwest corner of the 

property, adjacent to and west of the parking area. Around the northwest corner of the 

building from the west parking lot, there are additional parking spaces for field services 

vehicles, staff and volunteers. Along the north side of the building, there is a large circular area 

roughly at the mid-point used for NHS staff and volunteer parking. There are access points into 

the shelter at several locations along the north side of the building. The crematory and freezer 

are located on the west end of the building. Their proximity to each other and to the euthanasia 

room was well planned and provides a good flow pattern. The garbage dumpsters are located 

on the north side toward the center of the building for easy access by both organizations, as are 

the auxiliary emergency generator, natural gas service and recycled cardboard dumpster. The 

two garbage dumpsters are hidden within an approximately 6-foot-high concrete-block wall on 

three sides with two double gates along the front for easy access. The auxiliary generator 

stands to the right of the dumpsters and is completely fenced in. Colored strips are woven into 

the chain-link mesh on the gates to obscure visibility of the dumpsters and generator. During 

the site visit, the dumpster area inside the enclosure was clean and free from litter. The gas 

service is fully protected by three 6-inch-diameter concrete-filled bollards painted bright 

yellow. There is no access to the north side of the building from any public roads. Public access 

to the entire facility is gained only from Marques Way.  
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  Picture 1 

 

25.2 Exterior signage  
There are no directional signs on Longley Lane or on any of the other roadways leading to the 

shelter.  When approaching from the south on Longley Lane, the only visible sign for the facility 

is a small, commercially produced sandwich board advertising NHS. This sandwich board is 

attached to the stop sign at the entrance/exit from Marques Way via a wire cable and padlock, 

which detracts from the overall neat and professional appearance of the facility grounds 

(picture 2).  However, without this sandwich board, the American Humane team would have 

driven right past the facility on the first day of the site visit. The main sign for the facility is 

located about 100 feet beyond the intersection of Longley Lane and Marques Way and is not 

clearly visible to drivers until they have already passed Marques Way. The sign is located on the 

grassy lawn at the east end of the building along Longley Lane. Although this sign is professional 

and attractive, it is too small and difficult to read when approaching from the south (picture 3). 

Without the aid of the sandwich board, it is nearly impossible for someone unfamiliar with the 

area to prepare for the left turn onto Marques Way.  Coming from the north, the main sign is 

much easier to see in advance, and preparing for the right-hand turn onto Marques Way is not 

a problem (picture 4). WCRAS staff indicated that local code prohibits the installation of larger 

or additional signage. It was noted that other businesses located in and around the area also 

seem to have smaller signs. 
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Once on Marques Way, the first visible sign directs traffic to the right for the NHS parking area 

and straight for the WCRAS parking area, which is the second lot on the right. Those signs are 

also professionally constructed and match the style of the main sign. 

 

The education center provides a strong architectural clue that helps direct the eye to the 

lettering above the windows that reads, άWashoe County Regional Animal Services Center.έ 

The two distinct entrances for the different organizations τ one on either side of this center 

point τ were identified only by circular emblems affixed at the peak of the metal canopy 

directly above the walkway. It was difficult for visitors to discern which side of the building is 

WCRAS and which side is NHS from the WCRAS parking lot. The American Humane team 

observed that some clients did not differentiate between the two entrances and just entered 

the building closest to where they parked. However, they generally received assistance from 

staff and were then able to proceed to their desired destination. The fact that the organizations 

are connected by a main hallway helps visitors reach their final destination regardless of the 

entrance used. 

 

The incoming animal entrance is located to the left of the main entrance and is not clearly 

visible. The walkway to the incoming door is connected to the main walkway between two of 

the columns supporting the main entrance canopy. There are no signs directing visitors to look 

or turn left in order to find this door (picture 5). The incoming door is marked using white 

lettering on a glass panel above the door. The lettering, which reads άDropςOff Found Animals 

Entrance,έ was not readily noticeable (picture 6). The American Humane team had to scan the 

area to determine which entrance to use if bringing in an animal. During the site visit, several 

customers with animals were observed scanning the area to determine how to enter the 

incoming office. One customer who entered the main door with an owned animal for 

relinquishment was redirected to NHS. Although the number of clients who delivered animals 

to WCRAS during the site visit was relatively low, the impression was that many people who 

bring animals to the facility might enter through the main entrance and would then need to be 

redirected back outside to the άCƻǳƴŘ !ƴƛƳals 9ƴǘǊŀƴŎŜέ door or to NHS.  

 

Paper signs are taped to the back side of the glass doors at the incoming animal entrance and 

main entrance. A sign that announces the new law about leaving animals in a parked vehicle is 

taped at both entrances, and a paper sign displaying the hours of operation is taped to the 

incoming door. Because the glass is tinted, it is difficult to read the signs from any distance 

(picture 6). 

 

The automatic service gate for the west and south parking areas is located farther down 

Marques Way. A large white sign on the ground at the end of Marques Way indicates that the 
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area is for authorized personnel only. The sign is effective, but it looks like it was an 

afterthought and does not match the quality of the other signs.  

 

Picture 2 
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Picture 3 

 

Picture 4 
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Picture 5 
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Picture 6 

25.3 Grounds and landscaping  
Landscaping around the WCRAS Center is limited to areas immediately surrounding the 

building. The ground cover generally consists of different sizes of smooth river stone. For the 

most part, the planting bed borders are either the curbs in the parking lots or fabricated 

concrete borders in the yards. The stones used for ground cover are large enough so that they 

mostly remain within the borders of the planted beds. Trees, shrubs and ornamental grasses 

that grow well in a desert climate are planted throughout the stone beds. There were some 

weeds growing in the stone beds in several areas (picture 7). The American Humane team also 

observed that the ornamental grasses had not been cut back after they died over the winter, as 

should be done to improve the quality and appearance of re-growth the following spring. 

Conventional lawn grass is limited to the east end of the building. This lawn area is located 

along Longley Lane where the main sign is located. During the site visit, this grass was well 

manicured and appeared to be in good health. There is an irrigation system in place to support 

the plantings. The overall appearance of the landscaping was neat and attractive.  
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The contours and grades of the walkways, parking areas, access pads and curbs were taken into 

consideration during construction of the facility. Curbs are contoured at different locations to 

allow for water runoff from the building and walkways. Drains are strategically placed to also 

help in managing water runoff. Access to the dumpsters, sally port and connecting walkways is 

smooth and without obstructions. Grading of the large paved surfaces and surrounding land 

looks as though it would aid in moving water away from the building and surrounding land.  

 

Picture 7 

 

25.4 Walkways  
Public walkways are elevated above the level of the parking surface. A curb separates the 

walkways and the parking surface. Walkways are constructed of poured concrete using a lightly 

textured finish that provides traction when wet from rain and melting snow. The walkways 

extend the full length of the parking area along the south face of the building and along the 

north staff parking area. They provide unobstructed access to all the public entrances to the 

building. When there are changes in elevation, such as around the dumpsters and generator, 

the walkways change accordingly. Entrances to the building transition nicely from the 

walkways. At the time of the site visit, the walkways were in excellent condition. The surfaces 

were level with no significant uneven edges that might trip visitors and staff.  
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25.5 ADA compliance  
The entire WCRAS facility appears to be Americans with Disabilities Act (ADA) compliant. There 

are three handicap parking spaces. One handicap space is located by the WCRAS entrance and 

two are in front of the NHS entrance. The handicap spaces are clearly marked using the proper 

blue sign on a post at the head of the space and the painted insignia on the surface of the 

parking space. There are properly marked unloading zones for the handicap spaces, and the 

ramps leading from the parking lot surface to the elevated concrete walkway are wide and 

comply with ADA requirements. There are two ramps for those who park in the handicap 

spaces in the public parking lot, and there is also a ramp in the north staff parking lot. The 

doorways and hallways are wide and meet ADA requirements. Signage in public areas includes 

Braille as required, and all the restrooms are equipped with handicap stalls.  

 

25.6 Parking  
The customer parking areas are shared by WCRAS and NHS. While the parking scheme attempts 

to direct NHS customers to the east side of the shared parking lot and those going to WCRAS to 

the west end of the parking lot, the American Humane team observed customers generally  

parking in any open space. This did not seem to present a problem, as the entrances and 

walkways along the front of the building provide easy access from any parking space. 

 

There are 53 parking spaces in the public lot. Four spaces are reserved for loading zones and 

three spaces are designated for handicap parking.  

 

The west parking areas are used for field services vehicles and staff parking. There are a total of 

23 spaces with at least four spaces reserved for the horse trailer, mobile spay/neuter van and 

emergency trailer. The driveway from the service gate proceeds past the parking spaces, the 

entrance to the sally port and the barn, and around the corner to the staff parking lot along the 

north side of the building. A parking lamppost at the northwest corner of the parking area is 

equipped with a convex mirror that allows drivers to observe traffic from the west and north 

parking areas. The mirror helps drivers negotiate the blind turn at the northwest corner. Some 

staff members informed the American Humane team that some staff and volunteers routinely 

drive too fast around this corner. It was reported that one NHS employee was recently held 

accountable for driving too quickly around that corner. This corner presents a hazard not only 

because of the blind spot, but also because the barn is located there. Horses or other livestock 

being loaded or moved around in that area could pose an additional risk to drivers coming 

around the blind corner. 

 

The north parking lot is used for field services vehicles, as well as staff and volunteer parking for 

both WCRAS and NHS. There are 23 spaces reserved for WCRAS and 28 reserved for NHS. 
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According to one of the administrative directives, community service workers park in the lot on 

the north side of Marques Way in front of the WCRAS facilities. 

  

The parking lots and driveways are paved with blacktop. At the time of the site visit, they were 

in excellent condition. All of the spaces were clearly marked with painted lines. The paint was 

generally in good condition, although it was showing some signs of wear. 

 

Fire zones are not present or marked in any of the parking areas around the building. The 

parking lots appear to be large enough to accommodate emergency equipment even when 

vehicles are in parking spaces. However, the short turning radius from Marques Way into the 

public parking lot, as well as through the service gate and around the corner, seems very tight. 

Some larger emergency vehicles may be difficult to navigate in these areas. 

 

25.7 Exterior lighting  
All of the parking areas are lighted. There are eight lamps in the public parking area, ten lamps 

in the west parking area, and six lamps in the north parking area. In addition to the parking lot 

lamps, lighting fixtures are installed around the entire exterior of the building at regular 

intervals, above each doorway and in the outside courtyards. All of the exterior lighting fixtures 

appear to be gas vapor-type bulbs. The lampposts and light fixtures appeared to be in good 

condition with clean and clear lenses; however, the American Humane team was only on-site 

during daylight hours and did not observe the lighting patterns. The number of fixtures and 

their locations seem adequate for safety and security. 

 

25.8 Security  
When originally conceived, the door-locking plan considered the whole building as one entity, 

but that proved ineffective since there are two different agencies occupying the same building.  

WCRAS and NHS each have a separate keying system. For the sake of security and maintenance, 

some upper management at both organizations and some maintenance staff possess master 

keys. The keying plan for WCRAS consists of 15 keys as determined and monitored by 

management. The locking system is flexible, and door locks and key assignments can be 

changed if there is a security breach and/or if staff assignments and security levels change.  

 

The doors into the cat rooms that are located in the public part of the building are kept closed 

and locked. Staff members who work in those areas have keys. 

 

The doors to the indoor dog kennels are sometimes locked and sometimes left open. Staff 

stated that visitors are allowed to enter those areas to look for lost dogs or a dog that might 

become available for adoption. To help keep the public from opening the dog kennel gates, the 

kennels are either on the other side of a pipe fence barrier or behind a full-length wall with 
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single-door access. The doors leading to the outside dog-run courtyards from the public 

corridor are sometimes locked and sometimes unlocked. Staff stated that visitors are allowed 

to access the courtyards from the main corridor, so the doors should remain unlocked. All of 

the outdoor kennel runs are behind pipe fence barriers designed to keep clients well away from 

the dogs, and the individual run gates are locked with padlocks. 

 

The doors at the opposite ends of each of the outdoor courtyards that lead to the staff-only 

perimeter hallway and internal rooms are always locked to prevent visitors from entering those 

areas. 

 

A security-card system is in place for the automatic gate at the service entrance. The security 

card provides access to staff/volunteer parking and acts as official identification for WCRAS 

employees. A security-card system also controls the large security gate that separates WCRAS 

and NHS in the main reception hallway after hours.  

 

There is currently no security monitoring system in place to signal a building breech. However, 

there has been some discussion about installing a security system utilizing the key cards for 

entry. There are security cameras installed throughout the facility; however, these cameras 

were not yet being monitored at the time of the site visit. Management staff could see the 

images on the monitors, and that was the extent of the system at the time of the site visit. 

Discussions were taking place about setting up camera monitoring internally or using an outside 

monitoring service. 

 

An outside security firm is used to monitor the exterior of the building after hours. It completes 

routine external site inspections and reports any ƛǎǎǳŜǎ ǘƻ ǘƘŜ ǇƻƭƛŎŜ ŀƴŘ ǘƻ ǘƘŜ /ƻǳƴǘȅΩǎ 

Central Command. 

 

Staff shared a story about an incident where damage occurred to the building after closing. The 

security firm reported the damage to the County, which in turn immediately repaired the 

damage and averted a potentially more serious problem.  

 

Panic alarms are installed at the main reception desk and the incoming animal desk. The alarms 

are connected directly to the police department. According to staff, they have not been used in 

the three years they have been at the new shelter. 

 

The rear portion of the building is surrounded by a 6-foot-high chain-link fence topped with 

three strands of barbed wire. The fence starts at the southwest corner of the facility, wraps 

around the west parking lot and then follows the property line along the north parking lot. 

There are openings in the fence line at the automatic service gate and at the doorway of the 

barn. This perimeter fence offers protection if animals escape into the staff parking areas on 
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the north and west sides of the building. Based on the animal handling practices, this should be 

preventable, but the strongest risk for escape would be if an animal somehow escaped from 

the sally port. 

 

A chain-link fence surrounds the outdoor runs along the north side of the building.  

Those runs are used for the dog quarantine and rescue kennels. The outdoor exercise area 

adjacent to the north-side dog runs is also completely surrounded by a chain-link fence. During 

the site visit, the gates at each end of the run section remained closed.  

 

25.9 Fire alarm system  
The entire facility is protected by an early fire detection alarm system and a fire suppression 

(sprinkler) system. There is one centrally located main fire alarm control panel that monitors 

the early fire detection system and one main sprinkler system riser room. The early fire 

detection system and the sprinkler system are monitored 24 hours a day by Simplex/Grinnell. 

{ǘŀŦŦ ƛƴŘƛŎŀǘŜŘ ǘƘŀǘ ǘƘŜ /ƻǳƴǘȅΩǎ /ŜƴǘǊŀƭ /ƻƳƳŀƴŘ ǿŀǎ ŀƭǎƻ ŎƻƴƴŜŎǘed to the system. The 

/ƻǳƴǘȅΩǎ /ŜƴǘǊŀƭ /ommand maintains a call system in order to notify critical responders and 

staff in case of fire. 

 

The fire alarm and sprinkler systems are inspected, maintained and serviced by 

Simplex/Grinnell, which follows a prescribed protocol for inspection and service established by 

contract in accordance with state and local fire code requirements. 

 

Fire officials have access to the building using the Knox Box system. The Knox Box is a secure 

key safe affixed to the outside of the building or entrance that can only be opened by the fire 

department. All of the keys that open the building and/or internal rooms are in the Knox Boxes. 

Two Knox Boxes are installed in the facility. One is on the NHS side of the building, and the 

other is at the service gate at the southwest corner. Because WCRAS and NHS set up their own 

keying systems, the Knox Boxes not only hold master keys, which work for the entire facility, 

but also any special keys for secure areas in the building.  

 

25.10  Interior signage 
All of the rooms and spaces within the WCRAS Center are identified by professionally 

manufactured signs placed on the walls next to doorways, on the doors leading into a room, or 

above rooms or doorways. The signs are green with white lettering, which matches the 

ōǳƛƭŘƛƴƎΩǎ ƎŜƴŜǊŀƭ ŎƻƭƻǊ ǎŎƘŜƳŜΦ ¢ƘŜȅ are attractive and provide clear identification of the 

rooms (picture 8). 

When entering WCRAS through the main entrance, a sign on the wall opposite the entrance 

directs visitors to go to the right for NHS, classrooms and restrooms, and to go to the left for 

Animal Services and Lost & Found (picture 9).  
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The main reception desk is on the left side as you enter through the main entrance. The 

lettering above the reception area reads, άWashoe County Regional Animal Services.έ A sign on 

the wall to the left of the reception desk displays the full price list for services, fines and 

licensing fees. The price list is on a professionally manufactured message board-type sign that 

has a green background with white letters. The lines of the message board can be changed if 

prices and fees change. The information was straightforward and easy to read. 

There are two tables across the main lobby, one on each side of the doorway leading to the 

staff offices. The table to the left holds a vase of silk flowers and a box of tissues. An 

information rack filled with brochures hangs on the wall to the right of that table and just to the 

left of the doorway leading to the staff office area. At the time of the site visit, this brochure 

rack was well stocked and neatly organized (picture 10). The table to the right of the office 

doorway holds lost and found animal binders, the animals Dead on Arrival (DOA) binder and the 

minutes from the Animal Control Board meetings (picture 11). An enclosed metal bulletin board 

where items of interest, current events and other general information are displayed hangs on 

the wall to the right of the table (picture 12). Access to the display case is managed by WCRAS 

staff. 

At the time of the site visit, the interior walls of the facility were uncluttered, which helped to 

drive attention to the signs and displays that are used to communicate with visitors. Visitors 

seemed to be able to navigate the public spaces easily, and when asked, stated they were 

satisfied that they were able to easily find their way around the building. 
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Picture 8 
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Picture 9 
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Picture 10 


