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Introduction

TheAmerican Humane Association wasked to perform a comprehensiassessment foWwashoe
County Regional Animal Servi¢gg¢CRASA site visit was conducted April 280, 2009. The
assessmenteam was comprised divo American Humane stafiembersand three expert
consultantsn the field of animal care and contrdlhe team memberand thespecificareas of the
assessment for whh they were responsibleere as follows:

Dena J.Fitzgerald, CAWA ? Team Leader, Shelter Medicine and Report Development
Publications and Communications Manager

Animal Protection Division

American Humane Association

Elaine Wood ? Shelter Medicine and Euthanasia
Shelter Services Manager

Animal Protection Division

American Humane Association

Carl Bandow 2 Governance, Human Resources and Computer Systems
Consultant to American Humane Association

Gordon G.Willard 2 Shelter Facilities and Operations
Consiltant to American Humane Association

Eric Blow ? 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 &md during the site visit. The communicatiprnor to
the site visit was excellenand the requested background materials wevell organized angrovided
in a timely fashion. During the site visit, the WCRAS staff truly went above and beyond to
accommodte the American Humane team in everyssibleway.

1.1 About the American Humane Associ ation
Mission
' YSNAOIY 1dzYlySQa YAaaazy Aa (02 ONBFGS |
abuse and aglect of children and animals.

History

Founded in 1877he 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, curriculaiming tr
programs to protect children and animals from abuse, neglect and exploitation. The nonprofit
organization, headquartered in Denver, raises awareness about THebkimeen violence to
people and violence to animals, as well as the benefits defiaed the humananimal bond.

' YSNAOIFY 1 dzYFySQa NBIA2YyLE 2FFAOS Ay [24&a |
L YAYL £ & 2 Sfedkcredit dishidniegon film and TV productions, and American

| dzY ySQ& 2FFAOS Ay 2 | Fdkc¢hijdAnd anyiial potdctiod atthd & |y
federal and state level§he American Humafié¢ SN A FASR LINRPIANI Y A& G
independent certification and labeling program for humanely rafsech animals used in the
production of meat, eggs and daiymerican Humane meets the strong, comprehensive
adFyRINRA 2F GKS . SGGSNI . dzaAySaa . dz2NBIF dzQa
LYRSLISYRSY(l / KFENAGASE 2F ! YSNAnOhaQetthe Sal A
stringent standards for financiaffeciency and accountability required by the American

Institute of Philanthropy to qualify as a &ated Charity.

Shelter Services

American Humane offers many resources and services to animal shelters throughout the
country. We invite shelteprofessionals to contact us or visit our website for more information
on the following programs:

e Professional development training designed specifically for shelter management and
staff

e Grant opportunities, includin§econd Chance® Fund Grants and Meadhaumdation
Memorial Fund Grants

¢ Red Star Animal Emergency Servic@disaster preparedness and response)

¢ Publications, including Shelter Operations Guides and the quarterly madgztesting
Animals

e Shelter Talk, annlinediscussion group for sheltetadf and volunteers

e Assessmenand consultation program for shelters and animal care and control agencies

e American Humane events, suchiagery Day 16 3 5 I & sA-Eat MA@ JAdopt
A-Dog Month® and Be Kind to Animals Week®

Methodology and goals

AmericanHumane selected the team members for this evaluation based on their individual
experience and expertise in specific areas of shelter operations relevant to WRiA® the
site visit, the team reviewelackground materials provided by WCR#&®! eachteam member
wasgivenan extensie list of assigned responsibilities developed by the team ledder team
leaderalsocreated a schedule for each team member to better facilitate interviews and
observations during the threday site visitA cqy of this schedule was also provided to
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WCRAS management in advance of the site @sitthe morning of April 28, 2008ay one of
the site visitthe American Humane team met withRCRASanagemento present an
overview of the evaluation process and lgat additional background informatio®uring 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, tteam also met with the management of the Nevada
Humane SocietfNHS) The site visit concluded on the afternoon of April 30, 20@8nthe
American Humane team prested a verbal debriefing ats most significant findings the
WCRAS Interim Manager

As part ofits contractual agreement wittNHS WCRAS is required to haveanprehensive

shelter assessment performed every three ydaysan outside contractot Y S NA Ol y | dzY
goal wasot onlyto fulfill this contractualobligationby providing an accurate snapshot of
WCRAS @urrent operations in relation to best shelter practices, but also to devptaptical
recommendationghat will serve as a guide fdine organizatiorduringthe nextthree yearsand
beyond

2.0 How to use this report
This report is intended to provide an overview of thesite assessmendf WCRA8y American
Humaneltcitesthe2 NH | Yy A T I (i A angwkaknesseéN\aBoyoddedtetommendations forthe
implementation of best practiceshere indicatedTo be effectiveit is crucial thathis report be
shared with themanagement and staff WCRASas well as key Washoe County officidldequate
time should be taken to review this report adécuss strategie®r implementing the
recommendations

TheExecutive Summarprovidedin Section 5.@ives arief summaryof the most significant findings
and recommendations in the report.

The recommendationwithin the reporthave been dividethto two categoriedor each area of
evaluation.KeyRecommendatnsarethose that address unacceptable practices and therefore need
to be given the highest priorityfceneralRecommendationsre those that address practices which are
acceptable or marginally acceptable, but are not considered best practices by industry stahdards.
implementing these recommendations,amy organizations have found it helpful to create an internal
task force o committee to develop a plan of actiodefinebenchmarks anéstablishtimelinesfor
projectcompletion Breaking down projects intemaller, more manageable tasksassohighly
recommended.

A Statement of ©@nfidentiality is also included with thiseport. America Humane considetss report
to be confidential and provides copies only to WCRAS to distribute and make availiébbtisairetion.
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WCRAS has sole proprietary ownership of this report and findings. WCRAS is urged to clearly establis
the acceptable use and distribution of this report for management and staff.

Data preparation and research
In preparation for thimssessmentAmerican Humane requested the following background materials
from WCRAGBrior to the site visit

e Copies obudgets and financial statements for fiscal years 2007 throughtygedate 2009
e Copy of the most recent audited financials
e Copy of the current strategic plan
o Statistical data nservices and programs from 2007 through yeadate 2009, including:
V Animalintake by species
V Animal disposition by species
V Spay/neuter
V Field services programs
e 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 Outlineof staff training programs
e Copy of all current Standard Operating Procedures (SOPs)
e Copy of current employee manual
e Copy of current safety manual
o Copy of current disaster preparedness plans for both the shelter and the community
e Copies of all forms usethcluding:
V Intake forms
Medical forms
Adoption/placement forms
Volunteer application
Behavioral assessment forms
V Field services forms
e List of computer programs used
e List of community partnerships or relationships
o List of all services currently providedttee community
e Volunteer program information

< K<< L
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Service area and demographics

Washoe County comprises an area of 6,551 square miles located in the northwest corner of Nevada.
TheCGounty borders Oregon to the northind California to the wesT o the eastit borders the Nevada
counties of Humboldt, Pershing and Churchitid to the south it borders the Nevada counties of

Storey and Placer and the Nevada state capital of Carsorm@iilgh is an independent jurisdiction

There are two incorporated citiesdated within Washoe CountReno and Spark3hese two cities

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

According to the U.S. Census Bureau, the population of Washoe County increas@3%,d86in

2000 to an estimated 406,079 in 2007. This increase represents a population growth rate of 19.6
percentAy &AE &S| NAO® I OO02 NRA Y 3 ( 2fordcdstSthisrapigowttbiS @1 R
expected to continugwith the population of Washoe Caty predicted to reaclan estimated622,252

in the year 2030.

The population of Washoe County is heavily concentratetierReneSparks metropolitan area

According to U.S. Census Bureastimates in 200,/83percentof the population of Washoe County
livesin the ReneSparks 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 @) T 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+ | 412%  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 7 say 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 T Tazoosa 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
Private nonfarm employment, 2006 199,011 1,165,375
© 6
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Private nonfarm employment, percent change, 2000-2006 17.5% 29.1%*
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 (10000 7' b 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

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

© 7
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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 withe Nevada Humane Society (NHS), Washoe County Regional
Animals Services (WCRASSequired 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 \WCRAS, andsite visit was conductedpril 28¢ 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.

¢CKS ! YSNAOIY 1 dzYkyS G4SFYQa LINAYINE FAYRAYy3IaA |

1. WCRAS staff was helpful and knowledgeable, and menvbersed well as a team, showed
excellent communicatioand werevery professional at all times. They are committed to their
organization and the jabthey do.Theyalsoseem commitéd to the relationshipvith NHS.

2. There wereproblems withthe previous WCRASaviager but the current Interim Mnager is well
supported and staff reportedhat things have improved consideraldince the changeéMorale
and organizational trust is very good. Staff memldesd that theywork ina team environment.
Communicatioramongstaff is exceptional.

3. 2/ w! {el&xiansHgdvith NHS has improved as well. Howevkis relationship is always going to
need wak to keep the lines of communication operspecially because #re is stillsomelingering
distrust between the twamrganizationglue tothe problems with previous management.

4. In the search to fill the vacant Manager positidrwill be critical to find someone who is as
committed to the staff and the reladnship wih NHS as the current Interim Manager is. She or he
will alsoneed tobe diplomatic and strong enougfmot to yieldto NHS2 demands to thedetriment
of WCRAS.

5. WCRAS is reasonably well staffiedt needsto make surevacant positions are filled as soon as
possible and consider addingrae additionalstaff, especially a the community is groing rapidly.

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

a. SOR are a work in progress and will take a serious comemtrfrom managerant and staff.
They will not happen overnight.

b. SOR are needed for almostlareas of shelter operations. Thgaeption is Field Services
where thae are betterSOP$n place than in other areas of service

c. Creating and pdating the SOPs should baenthe highestpriority by WCRAS.

d. All current procedures and practices mbe turned into written SOPS&pecific areas that the
team identified as needing to be addressed:are
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e Animal care, feeding, housing and handling
e Sanitation and disease control

e Euthanasia

¢ Staff training

¢ Disaster preparedness

e Shared SOPs with NHS

¢ Facility maintenance

7. WCRAS is adequaydunded, but gaffing levels arenly marginallyadequateor inadequate in
some areas. @rent vacancieshouldbe filled with permanent staff orramal care and customer
service may suffer, espetlipat peak times of the yeaAsthe servicgpopulation growsit will be
important to increase staff.

8. The building is attractivand cleanandreflectsthat the agencies located thereeprofessional
organizations.tlis clear that the employedsavea sense of pride in the building and the joleyh
do keeping it looking nice. WCRAS &dmiilding ad staff it can be proud of; however, WCRAS
must ensure thatrepairs and maintenance are handled in a tiynashion.

9. Disease transmissioaithin the facilityis minimal The fact thagll cats have aassignedage for
the duration of their stay and each has its own feral cat detually eliminatedisease
transmission via stafifransmission of diseases btaffis one of themost significanproblems in
shelters.

10. All daff members(shelter and field) were conscious of disease prevention and strived at all times
to minimize risko the animals in their care. Howeven, an effort to do the right thingstaf
sometimes actually dithe wrong thing by mixing inappropriate chemical combioasor
incorrect dilutionsn their cleaning regimeWritten SOPs will minimize this problem
a. Cleaning protocols for the mopart were soundput there were somenconsistencies 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 timaportance of keeping animals healthy while in its ddu@ugh:
¢ Design othe shelter
e Sanitation protocols
¢ Isolation andseparation management practices

11. Staff wascompassionate and genuine in showing concern for the aninalgb8irigf

12. AchievingDSHAcompliancecan bea daunting taskbut it isabsolutelycriticalin ensuring the
safety and health of all staff members.

a. A comprehensive safety manual specific to the potential hazards encountered at WCRAS need
to be written, and inhouse training for saty 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 reqpieesbnal protective
equipment (PPE) and a lack of all required OSHA posters.

13. Euthanasia

a. Staffisgentlewith the animalsandit isimportant to them that they areloing euthanasia
correctlyand in the most humane way possible.

b. WCRAS has satisfied Nevatide regulations foits Euthanasia Techniciaaad euttanasia
room and procedureslt appearsto be currentlyusing acceptable practices for euthanadat
not always best practices

c. Up-to-date S®s use of appropriate preuthanasia drugs when indiead and refresher
training will ensurethat WCRAS igsing best practices

d. Staffisrotated on a euthanasia scheduk® no one person is overburdened with euthanasia
which is good. Howeveeuthanasia i€xtremely stressful (and not just to the Euthanakals,
but to all stdf) and can cause staff burnout.is important that stafbe given the bols to take
care of themselves, which will also help ensure therd| health of the organizatian

14.Field services
a. Vehicles are statef-the-art andwell equipped
SORare mostly up to date andell written.
TheACO staff showed goahimalhandling skills
ACOs arernpfessional in dealing with the public
They are alsornpfessional in appearance
Enforcement was consistent.
The enphasis is on probm solvingnot just blanket enforcement
A major problem noted ishe use ofcatch poles on catsStaff need proper equipment (EZ
nets, cat grabbers) and training on how to utse

Se@ "o ao0oT

Governance and leadership

WCRAS 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 transitionatipd 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 2005Peofessional Services Agreement betw&®ashoeCounty

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 WéS RS

would no longer provide adoption serv@nd alladopk 2 ya ¢2dzZ R 6S R2y S (KN
program

WCRAS part of the amalgamate@ashoe Countfublic Works Department. The ManageMé€CRAS
reports to theDirector of Public WorksTheDirector of Public Workseports to the County Manager,
whoin turn reports to theWashoe Countfoard of County Commissioners. Additionally, there is a

10
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Washoe Countynimal Control Board established under M&ashoeCounty Codghowever; its
powers are specific to the permits regarding exotic animals, kennels andieatte

TheAmerican Human&am interviewed the Directoof Public Works, whbas overseemMVCRA$or

two years. He indicated that there had been some issues with the preWiRAManager and that
thoseconcerrs have beenresolved. One of the problems was the poor relationship between the
WCRAManager and the Executive Director of NHS. The Dire¢tBublic Worksurrently views the
WCRA®terim Manager as being very capable with good people skillstated thatthe relationship
betweenWCRA&Nd NHS hagreatlyimproved. Overall, he indicated that he does not spend a lot of
his time onanimalservicest only about 15 to 20 percent of his total time is spent managing WCRAS.
He also statedhat he receives very few congts from the publicegarding animal servicesd that
generally the public calls to provide positive feedbamkd accoladesBased onnterviews with staff,
there appears to be overall support for the current leadership\@@RASnterviews with all leels of
staff confirmed that there wersignificantissues with the previouslanager. 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 atandthat the person at

the top level of management in an animal care and control agaasgn extensivébackground
in animal carebutit is cruciafor that person tohave direct subordinates who do possess that
type of experience. An analysis of skill sets offered byuatentManagers and®upervisors will
identify strengths and weaknesses among the management staff.

General Recommendations:

V Oncethe Manager position is filledt isrecommenckd that the Managerjoin the Society of
Animal Welfare Administrators (SAWBRAWAS the national pofessional organization for
managersn the animal care and control professiofhe organizatioprovides excellent
training and networking opportunitiegvww.sawanetwork.ory

Mission statement

WCRASoes have a mission statemedt! ¢ SIY / 2YYAGGOSR ¢2 é9heOSt t Sy

statement is clearly defined anéflectsthe | 3 S y ddrdnditénent to the care of the animals in
Washoe CountyWhenasled for a copy of the tatement, there were some staf memberswho could
not locateit on their computes. The statement is on the back of the animal control vehicles and on
thed K S f vieBsheTnenissiona G I G SYSy G Qa | LIJISE NI yOS 2y [aidS
it does not clearly indicate thahis is indeed the mission statemefithe mission statement is not
posted anywhere within thehelter. The American Humane team feels thiais not clear to the
general public that this is the mission statemenVé€CRAS

A Team Committed To Excelfence In Animal Care

11
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View ofmissionstatement onWCRASvebsite

Key recommendations:

V Post a framed copy of the mission statement in the lobby oMH@RAS CenteFhe mission
statementis the guiding principaif the agency It is important that thepubliccan easily
identify the missiorof the organization

V 9RAG GKS $6S6aAiGsS (2 AyOfdzRS dahdzNJ arAaaizy

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 revisingxtrapolatingthe mission statement oncastrategic

plan has been developedhe mission statement should identify the purpose of the
organization and how it servesitonstituents. Many government animal control agencies
identify both of their constituents itheir mission statementg the animals in their care and
the citizens they servéSee examples at
www.cityoffortwayne.org/index.php?option=com_content&task=view&P5&Itemid=3%nd
www.laanimalservices.com/about_mission.him

Organizational chart

WCRA#®as 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 organiabstonctureis
working well forthe agency

The current infrastructurel®ws an Annal Services Manager position thatisrently vacant. There
are two supervisory positiong,Shelter Supervisor aralField Supervisor. The Field Supervisor is
currently serving as thimterim Manager foVWCRASThere arel9 positions reportirg to the Field
Supervisor. Four of these positions are Sergeants who fulfill the réddadthandsThe remainder of
the field staff icomprised ofAnimal Control Officer@ACOs)The Shelter Supervisoverseesl5
positions includingthe Veterinary Tednician four Kennel Assistants and fid@imalCaretakersof
which there is one vacancyhere is o alead-hand role fulfilled by the Office Support Speciakgho
oversees four Office Assistants,which one position is currently vacant.

12
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l Animal Services Manager ]

Contract Yeterirarian
1 haur per day

1 1
‘ Field Supervizar ‘

—

L 1-et Tech J— —| 1-Crffice Suppot Specialist J | 4-Sergeants J
[ 3-Crfice Aszistants } | 1 5-Cfficers ]
—

[ 4-Kennel Aszistants ]

| 4-Caretakers }

Currentorganizatioral chart provided by WCRAS

[ Shetter Supervizor ‘

Key recommendations:
None

General recommendations:
None

Job descriptions

Copiesf all WCRA$®D descriptions were provided to themerican Humang&am prior to the site
visit. There is a job descriptiofor each position. Two of the job descriptionsOffice Support
Specialist and Office Assistant ItranscendWCRAS anapply across atlepartments ofWashoe
County.

Through observations and interviewitie American Humane team determined thalt WCR/&Sstaff
membersare in possessioof or have access to their job descript®he job descriptions appeared
to be accurate and ufp date, and this was confirmed through interviewsth staff. Thelnterim
Manager indicatedhat he would like taevisesome of thejob descriptionsin order to do so, th
revisionprocess mustindergoa number of reviewdy the Washoe County Department Biuman
Resourcesthe Washoe CountEmployes Association and th&vashoe Countyob Evaluation
Committee. If any of theevisionampact salary ranges, the County follows the idagsification
procesgwww.haygroup.com/ww/Index.aspx

13
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There is aliscrepancypetweenthe Office Assistant jbb description and whathoseemployees are
actually doing. These staff members, in most cases, are responsible for the initial intake ofanimal
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 thgb descriptionsThey are not forced to handle animals and
will call kennel staff fohelp withfractious animals. None of the office staff interviewed indicatteat
she or hehad any issues with the animal handlirapd some staffnembershadanimal handling skills
from previous positions beforhe consolidation However, there is a potential liability issuath the
liability insurance carrier or witbhther members of theffice staffshoulda staff membebe injured by
an animaland decidedo pursue litigation against WCRA®e only other disparity cited@as the
GLISNIRAINS NI 62N] & NBIdZANBRE adladSYSyid pgO)GIKS
When there is a need to cover the office or kennel areaS0Osnay be assignetb these tasks. It
should be noted that thistatementis often ircluded in the ACO job descriptionsgafvernment
animal control agencies since tA&Ocomplement is usually the largest of the staffing areas.

Key recommendations:

V Revisehe office staffjob descriptions to reflect that they do come in direct contact with and
occasionally handle animalSince animal handling and contact incurs some significant risk of
job-related injury, the current office staff job descriptions create potential liabitityVCRAS.
CKS g2NJ] SNRa O2YLISyal GA2y Ay a danh gf @fise @ NNRA S
honor aclaim for an animatelated injury in employegwho do not have animal handling
specified in their job descriptianThere is also potential lidiy on the part of WCRAS should
an employee decid® take legal action in the event of an aninmalated injury. An alternative
would be to leave the office staff job descriptionstlasy currently areand set a policy that
office staff is not permittedo have any direct contact with animalslowever, the American
Humane team feels that this policy would be extremely difficult to enforcelaligvesthat
revising the job descriptions would be the best course of action.

General recommendations:
None

10.0 Staff recruitment and retention
Recruitmentofstafff 2 NJ 2 / w! { A& R2 Yy Pepartmertt of HuhanResodcdn/ (i & Q &
Vacanciesare posted viaational addn resourcest dzOK & GKS bl dA2yFf 1 yAY
job-posting websitgwww.nacanet.org/[jobopps.html The Department of Human Resources alilo
sometimescreate an opemecruitment for positions in order to obtain a list of qualified candidates.

TheWCRA®anager and all Supesors are involved in the intervieprocess. The Interim Manager
indicated that there may be some hires where the interview panel includes external mensbelsas
staff from anothercounty orstafffrom NHSEach member of the intermw panel rates the
interviewee, butthe Manager or Spervisor filling the vacancy hése authority to make the hiring
decision.

(§) AMERICAN HUMAN 14
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WCRA#®as an excellent stafetention record The Interim Manager indicated that therevistually no
turnover of field staff There is soméurnover in the Animal Caretaker positiohhe reasons cited for
this turnover are the nature of the work and also the fact that this is an detrgl position.The

Kennel Supervis@tatedthat she hagjivenher staff greater ownership and more resporibip in the
performanceof their duties. This type of management style akdar the retention of good staffPrior

to the site visit, he American Humané&am was supplied with the name, position, hire date and
current hourlywagefor eachWCRAS staff ember.The most senior employee was hired in September
1984 and the most recent hirgvasin August 2008There is currently a hiring freeze in effect for the
entire County, so the current vacancies are not being filled

I B | C |
JOB TITLE HIRE DATE
kennel Assistant Septermber 18, 19584
Lead Officer March 16, 1987
Officer Movemnber 30, 1987
Office Assistant |l February 27, 1988
Officer Cctober 16, 1989
Lead Cfficer January 249, 1990
Officer Jdulky 27, 1990
Officer August 20, 18981
Officer July 1, 1596
Office Support Specialist Movember &, 1996
Officer Movember 16, 19588
Officer Aaril 12, 1999
Fennel Assistant Way 24, 1999
Lead Officer Jdulky 17,2000
Officer August B, 2001
Officer Cictober 1, 2001
Vet Tech Cictober 1, 2001
Office Assistant |l Cictober 22, 2001
Officer April 24, 2002
tManager/Field Ops Supervisol Jdulky 19, 2002
kennel Supervisar Jduly 19, 2002
Office Assistant |l September 17, 2004
Officer Movember 22, 2004
Officer February 27, 2006
Officer Way 30, 2006
kennel Assistant Jduly 19, 2008
Caretaker Movember 13, 2006
Officer Movemnber 27, 2006
Officer Movember 28, 2006
Fennel Assistant January 24, 2007
Lead Cfficer March &, 2007
Caretaker August B, 2007
Caretaker August 8, 2007
Caretaker August 19, 2008

Hire dates for current WCRAff
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11.0

Key recommendations:
None

General recommendations:
None

Staffing levels

With a hiring freeze in placépth staff and managemeneportedthat each of the service areasin
needof additional staff Managersn each of the areastated thatit is difficult to grant leaveequests
and thattheir staff membersrecognize the potentiampact of an absence.

During the course of the threday site visit, the American Humateam observed threeout of the

four office staffmembers coming into worll. Theyeach stated thathey could not be absent due to
the workload that would be placed upon their-wmrkers. It was also statedlringinterviewswith
staffthat temporaryemployeesdo not perform the full range of duties that permanent staff doti#d
time ofthe site visitthe Kennel Supervisor had one stafémberon bereavement leave and one staff
member on modified dyt Thissituation necessitated the Kennel Supervigarking in the kennels
which caused a backlog in her regular managemaeitied. The arrent stafinglevel daesnot allow
WCRA® participate in any proactive progransuch as microchip clinios public education and
outreach.

The Interim Manager believabat WCRAS is in needtefo additional field staff, two additiondennel
staff and one additional office staff.

Below is the list ofhe full-time equivalent EFTEcomplemensfor each positiorwithin WCRASThere
are currently three vacancies. Two vacancies are filled with temporary emplamethe vacant
Manager positiorhas beerfilled on an interim basis by the Field Supervisor.

Current FTE bybtitle:

Animal Sevices Managec 1 FTE (vacant)

FieldSupervisor 1 FTE (also acting as Interim Manager)
Kennel Supervisarl FTE

Office Support Specialigtl FTE

Lead Animal Control Officer4 FTE

Animal Control Officec 15 FTE

Veterinary Techniciagl FTE

Office Assistant § 4 FTE (1 vacanryfilled by a temporary employee)
Kennel Assistarg4 FTE
Animal Caretaket 4 FTE (1 vacaryfilled by a temporary employee)

Contract Veterinarian .125FTE
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Veterinary staffing levels will be discusse@&ation47.0.

Key recommendations:

V  WCRAShould fill all vacant positions with permanent hires. Wilscreate stability in the
affected service areas.

V Based upon animal intake statisti®®CRAShould look to increase its staffing complement for
shelter servicesThe followingshelter staff requirements are based on an assumption that all
impounded/strayanimals are held for the maximum time fofe 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 perod. Additionally, the animal may not lbeleasedmmediatelyafter the five-day
holdtime due to lack of space with one thie adoptionpartners.

The current FTE complement at WCRAS for shelter animal husbandry duties is 8 FTEs (Animal
Services Kennel Astant¢ 4 FTE, Animal Services Caretakér=TE).

Staff requirement calculation for kennels:
11,394 animals (excludes livestock and live wildlife)/365 days = 31.2 animals per day
31.2 x Sstray hold sheltering daysgualsan average of 156 aninsgber day inthe shelter.

Allowing for 20 minutes per animal daily for feeding and clegrimgequals a daily time
requirement (156 animals x 20 minutes each) 428 minutes or 52 hours.

52 hours per day x 7 days equals 364 hours per week
Based ora 4Ghour week, that would require a total of 9.1 FTEs for stralgding care only

This calculation does not include the time required to care for livestotheobuildin of the
staff complement required to cover vacation and other absences.

V Ensure hat 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 attenashoeCountyQ @ientation courses. The New Employee Orientation is
a oneday mandatory training session that introduces nevesto the County, including overviews of
departments, resources, visions and values. This training also includes an introdu&&Rsyroll,

time entry and importanCounty policies such aexualharassmentworkplaceviolence and
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discrimination.Staff is encouraged to enroll in the certification program courses for Excellence in Public
Servicwww.washoecounty.us/honanresources/workforce/training/eps.htim

In addition to theWashoeCounty orientation course¥YCRA®aintainsa New Hire Checklist for each
new employee. The @tklist is kept electronically ianExcel file and provides information regarding
trainingreceived, who delivered, the starting date and the completion date.

| B | C I D |
WASHOE COUNTY REGIONAL ANIMAL SERVICES
A Division of Public Works

1
2 X EMPLOYEE-NEW HIRE-CHECKLIST
3 ACTION CONTACT DATE STARTED  DATE COMPLETED
73 |PAYROLL TRAINING MS 20122008
74 |OUTLOOK TRAINING MS 204122006
75 |CHAMELEON TRAINING JANA 10/12/2006
76 |WCC CHAPTER 55/REVIEW  FTO
77 [NACA LEVEL 1 TRAINING MS
78 NACA LEVEL 2 TRAINING MS
79 WASHOE ORIENTATION DATE C 12412 85,1213 B-1
80 |DEFENSIVE DRIVER TRAINING MS 11/30/06 0830-1100 30/11/2006
81 |BARK PROCEDURE TRAINING 1S
82 |[EQ TRAINING WC
83 [DIFFICULT ENCOUNTERS  'WC
84 |CUSTOMER SERVICE WG

Sample of New Hire Checklist

In addition to the New Hir€hecklist WCRA®aintains a Trainin@hecklist forits in-house training
program. The checklist covers a range of tagksgedures and policies. The checklist is dividéal in
thesecategories Administration, Sadty, Chameleon Procedures, Ba&rimal Handling and Restraint,
Animal Intake, Adoption Process, Redemption Process, Kennel Cleaning and Feeding Procedures,
Catteryand Puppy Room Cleaning and Feeding Procedures, Exotics and Livestock Cleaning and Feec
Procedures, Medical/Clinical Procedures, Reporting Cruelty and Négidéatoming Animals,

Quarantine Procedures, Video for Animal Handling and Safety, Euthamas2hemical Restraint,
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Miscellaneous Procedures, Customer Senaoe Proper Equipment Use. Tasks are checked off when
the employee has demonstrated an understandihgttmeetsthe satisfaction of the trainer. The

checklist uses a key to track the coetpbn of the tasksThe codes arg(D) The trainee has

demonstrated the ability or possesses the understanding to perform the task; (E) The task, procedure
or policy has been explaingdnd (L) The trainee is able to locate or access the information.
Additionally, the trainer and trainee initial the task upon completion with date and any additional
comments.

TASK, PROCEDURE, POLICY |D | E | L | DATE | T | ACT | NOTES/COMMENTS
ADMINISTRATION
County Orientation
Wotk Schedule
Time Sheets
Leawve Request
County s Webzite
Email / County Website
Phone / Voicemail
Tiform & Grooming Policy
Dolicy & Procedure IManual
Workers Comp Forms & Reporting
Job Shadowing
Eabiez Control f Public Safety
SAFETY

Hazardous Materials Plan
M3D3.

Eeporting Hazards

Safety Team

Zoonotic Diseases

Sample of Training Checklist

WCRAS®oesnot havedetailedtraining guides outlining how stashould be trainedor their specific
job tasksand in what sequence their trainirgiould proceedOneconcerncited by staff is that due to
a reduction in staffing levels, there is not always an opportunity to fulfill all training requirements.

Officestafftraining is coordinated through the Office Support Specialist. Training includes the use of
Chameleon, review dhe General Shelter Guidelines SOP awmdrview ofother administrative

functions. For new hires, a different Office Assistant Il staff pemsay beassignedasthe trainer
dependngupon theparticulartask.

For kennel staff, new hires are assigned to one dedicatediendel Assistanf which providessome
consistencyn the performance of tasksThe trainer keeps the Kennel Supervisor infed of the new
SYLX 28S8SQa LINRPINBaaoe . 20K Yrylr3aSySyd FyR aidl ¥
training programSome kennel staff also indicated a desire for ctosiming with office and field staff

to gan a better understanding of thosguties.
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ACOs are required to completevel | and.evelll of the National Animal Control Association (NACA)
Certification Training, firearms range training, and pading defensive driving training (required to be
repeated every two years). SporadicalyCOs are offered courses on conflict resolution, dealing with
difficult encounters, healthy team dynamics, emotional intelligence and some other Cofiatgd
trainings.

Eachmemberof the management team is responsible for documenting completeditrgiior their

staffp 2 | AK2S / 2dzyieQa S5SLINIYSYyd 2F 1dzyly wSaz2dz
courses completetdy staff. This system primarily trackgashoe Countgourses, but Supervisors have

the abilitytoadd ilK 2 dza S O2dzNA Sa (2 SYLIX 28SSaQ FAf{Saod ¢N
Supervisor were made available to tAenerican Human&am. The transcripts outline the name and
description of the cours, time and date of attendance, location, name of the instructor, whether

full course was completed and whether the employee received any continuing education units

The specifics of the safety training prograntl be distissed inSection 36.1.

Key recommendations:
V WCRAS should create stbp-step training SOPs for specific tasks, such as cleaning protocols,
to be used by the senior staff membewtio serve as trainers and coachdédthough the
current method of training by senior staff members &slzally effectivethere are
inconsistencie# the performance of some tasks

General recommendations:
V Those training courses that are currently offeredACOL vyt & d | & (shotidbe LIS NJY A
included in the mandatory structured training. All of seeclasses arenportant to the overall
effectiveness of the officers.

V Although coveredn the NACA trainingadditional training in capture and restraint technigues
as well as animal behaviowvould benefitthe ACOsilt is essential that ACOs stay @nt on the
latest technology and technique&nimal capture and restraint classes generally offer training
on the proper use of existing equipmemss well as introducing officers to the appropriate use
of new types of equipment. Animal behavior classesloainvaluable when assessing field
situations as well as applying capture techniques. Additionally, officers can pass along accurate
behavioral information to pet ownerthat may aid in solving a neighborhood problem or
maintaining an animal in a homeraining classes cariten be held irRhouse by contracting
with outsideexperts. Offering two sessions of each class will allow all staff members to attend.
In addition, opening the sessions téd8and otherregional animal care and contragencies
may offset expenses. Based upon current personnel and the available physical fAGGRAS
could easily become the regional training center for animal care and control.

An excellent resource fdree trainings for shelter professionals is PetSmart Charitedsivars
(http://www.petsmartcharities.org/animaiwelfare/webinars.php, which allow staff to receive
highly interactive training via the internet. Various webinars are held througtie year and
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cover a wide variety of topics, including shelter medicine, disease control and sanitation, and
management issues.

13.0 Employee manual
WCRAG&tilizes theWashoeCounty employee manual that is online via the intranet for overarching
[ 2dzyie LREtAOASEA I yR LINE OSRdAzNEB & dn adestdance itdayhickk K |
WCRAG®ies to reduce haretcopymaterials whenever possibl€rior to the green inittive, staff
memberswere required to sign an acknowledgemettitat they hal read and understood the County
employes manual, but these forms have now been eliminated.

For informationon specific shelter operationgVCRAStilizes industry standard manualsor the
Chameleon database, ttshelteruses| [ t Qa 2y f Ay S GNI AyAy3a 3FdzZA RS
(www.chameleonbeach.com/webhe)pThis guide provides written tutorials and demonstrations for
utilizing various screens in the tddase.Thereare a number ofmanuals available on euthanasia
includingthe Humane Society of the UniteStates (HSU&uthanasia Training Manully Rebecca
Rhoades, DVMhe Nevada Euthanasia Technician Training Mamunalthe Handbook oPentobarbital
Euthanasiaby Tim Greyhavens. The Nevada Administrative Code is alsdysethanasia technicians
(www.leg.state.nv.us/nac/NAG38.htmI#NAC638SecdpbForvariousother shelter operations,
WCRASza Sa G KS a1 2 étheH8USThis Bfdvdhatioa is FvAllRbE online through the HSUS
websiteat

www.animalsheltering.org/resource_library/search_results.html?librarytopic=how _to _instructional_s
heety.

Key recommendations:

V WCRAS shoul@institute the staffsigrature pagein 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 aati when a policy is violated.

General recommendations:
None

14.0 Standard Operating Procedures (SOPS)
TheAmerican Human&am was supplied with copies of the curradMCRASOPrior to the site visit
While all the documents have been filed as SOPs, mapwaat in the form of policy, directive or
guidelines. The dictionary definéstandard operating proceduéeas:(n.) 1. Established procedure to
be followed in carrying out a given operation or in a given situafoA specific procedure or set of
procedures so establishethe WCRASOPSs are currentlgcomplete and mostof them donot
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provide stepby-step operational detadl An exceptiorthat should be noted is the field services SOPs
most ofwhich are comprebnsive in covering specific procedural details.

TheWCRASOPsrefiled into three service areasadministration, field and shelter. A fourth file,
eni AGf SR a/ &niagaBSdrovideti tb the American Humane tedhese changed SOdte
primarily for administrativefunctionsor shelteroperations. fiereisvirtually no revision history
recorded within these document3 he modification dateare shown in the file namendthe edits
had beerexecuted within two weekef the American Humansite visit The documents lack
consistency in terms of standardized templat@sey appeato have beerdeveloped using various
workflows and do not contain consistent core pieces of information ,(ecqtact person, version
control, author, publicatiordate, etc).

TheWCRA®anagement team confirmed that the SOPs are not complete. Most operational directives
are issued to staff in the form of an email. The creation of S&Pworkin progress The hterim
Manager displayed a number of draft SOPs isrtbmputerdesktopduring the site visit

Thecreation of SOPsit WCRA® basedn a team concept. Most SO&® written by management

staff, butsomeare written by andentified subject matter expert (SME). Once the procedure has been
written, it is disseminated tthe specific &ff memberswho normally performthat duty so they may
provide input Once feedback has beesceived management finalizthe documentandforwards it

to staff via email. The one consistent aspect to the cur@&@Pss the inclusion o& signature page.

Saff is requiredto signand date a statementhat they have received, read and understand 8@P

Some of the management team statechttthe SOPs arbased orbest practicesutlined by national
organizationsin most cases, the American Humaearn could not determinevhether the SOPs are
up to date. ey do not include dates that indicate publication, reviews, approvals or revisions.

The Administrative Policies and General Shelter Guidetioesments more closely resemide
traditional SOFormat. However they attempt to cover far too much information at once.

AlloftheSOPsNBE &G 2NBR 2y (KS Wt Q ,&Ntald @pedtedly ef&r@d t® 2 Y LIc
0KS Wt Q RNAGS g HuUEing the sitq vSiRthouy stk saifl they &new the dooents
were available, many stated th#te SOPsvere not routinely used for trainingWhen the American
Humaneteam asked for cops of the documents used in dégy-day operations, staffnembershad a
difficult time finding the materialdHowever, g@aff performance seemed to be consistent. They

followed similar practices, understood how-emrkers were completing tasks and were atdepick up
procedures where others left ofgven after being away for a number of days. Staff relied on the chain
of command as well as being in constant communicatitmcoordinate their activities. When there

were issues, stafhemberstook the time b understand them and work out the details. Staff relied on
their handson experience and a high degree of communication to complete tasks. The shelter facility
was not extremely busy during thegte visit which poses some future concerns. Will staff vaie@ct
untrainedGCommunity Service Workers (CSWi)ile alsocompleting 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 legglatshg with changes in
how WCRAS andHSwork together.Theorganizationsare in the process atbuilding their
relationship with each other anare making some sweeping changes to their operations.

Therehave recently beesignificant changes in programs, animal handling routines and methods of
communication between the two organizations. The speed of the cham@g=ertainly outpaced their
ability to document and train. Tisedynamic shifts in practices were not reachilgevels of WCRAS
and NS, but because they rebp heavily on the chaiof-command structure, serious breakdowns
had beemaverted.

During thesite visit aferal cat housed in cat roor2 became seriously ill. All of the cats in that room
were feral catand were thereforgossible candidates fahe NHSbarn cat placement progranThe
sick catestedpositive for panleukopenid’he newasyet undocumented guidelines required staff to
contact NEKsaboutthe sick cat before euthanizing it and also about thieer cats in tharoom that
had potentially been exposed to panleukopenide American Humane team witnessed calls being
made to NHS early in the mornifaut apparentlythere was still some miscommunicaticas an NHS
staff member reported to the tearthat 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 daythéut documented SOfin place, following
the proper protocolrequired significant time and effort. It is conceivable that theauld become an
everyday occurrence in shb a busy, noistop environment.

Key recommendations:

V WCRAS needs ttocumentall procedures angbractices intowritten Standard Operating
Procedures and create an organizedtten training regimen for staffThe creation of SOPs will
require a significantime commitment and it will likely take several months to complete SOPs
for all tasks and functions within WCRAS

V  WCRAS shouldatk with NFSto createsharedSOPshat address all aspects of the working
relationship between the two organizations is essential thathe practices, procedures,
expectations and outcomebat affect both organizations are clearly definedwriting.

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 jaant project.

V lItis recommended that a formal policy be established defining how SOPs arelévéleped
and approved anautlining thestandard contenteach SOBhould contai. WCRAShould also
establish a Policy Management Program thapglicable to all service areaand sandardize
procedures or processes that explicitly state the chain of events or parties that should be
involved when developing, approving, reviewing or publishing iesland procedures. By
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centralizing the managemeémand maintenance of policies and proceduresas well as

establishing a framework in which policies and procedures should be developed, approved and
reviewedt WCRAUvill be able to ensure authority, accuracydacurrency of the
documentationuponwhich daff membersact. Three document formatshould be usedpolicy,
procedure and guidelingseePolicy Template, Procedure Template and Guideline Template

The policy documerisdefined as a statement of intethat descritesthe approach or course
of actionWCRAS taking in respedb a particular issue. Policies are underpinned by relevant
evidencebased process documents and enable management and staff to make correct
decisions, work effectively and comply with relevasgislation andVCRA&Ims and

objectives. Policies must be achievable and must demonstrate through aims and objectives hov
the policy statement is to be achieved. Policies must be approved by the relevant bady and
once implementedtheyare mandatoryfor all staff. Each policy should have a purpose and
specific steps (procedures) as to how the policy is to be accomplished. For operational
functions apolicy will bea set of principles intended to govern actions affectngpecific
program area or dailtask A policy is considered operational if it has an impact on specific
individuals or processes.

The procedure documerdomprises protocols,processes andhanuals.Procedure documents
interpret a policy into operational requirements and will normalbyntainlocally agreeelpon
ways of working based on a body of expert opinion built from past practice, research and
experience. They provide explicit stbg-step instructions to standarde processes and
describe how various procedures will normally bered out. Procedure documents may stand
alone or be attached as appendicespmlicies, detailing how a specific policy will be
implemented.Examples of procedure documents inclutat are not limited to: Manualt a
guidance document consisting of pemtures that usually contains examples for performing
specific tasksHandbookt a small, concise reference book or manual that is a compendium of
information on a topic of instructignrandProtocolt a procedural code prescribing strict
adherence tospecific actions.

Guideline documentare defined as avritten statement for the purpose of providing future
direction, clarificationor other necessary or useful information or direction as it relates to the
particular work activity and process affected. These types of documents armandatory,
non-binding and not subject to disciplinary action if not adhered to.

General recommenda tions:
V Continue to maintailSOPsentrale 2y | & K| NJ RndBskbligh&fraraeworkK¥or R NJ

the development, approval and review WICRAS S®@RObjectives 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 documerasd 3) establishing versiezontrol protocolsfor
the management of changes to poliagd proceduredocuments.
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V As moreSOPsre created, create Bolicy DocumentinventoryList for tracking active and past
policies, procedures and guidelines.
LOCAL POLICY DOCUMENT INVENTORY LIST

Lise this table fo st all of your deparfment's current and former policy documents fe g policies,
procedures and guidelines).

Name of Policy Brief Dascription of Policy Date Name of Approver
Document Document Approved

Example of Policy Document Inventory List

15.0 Uniforms an d dress code

The uniforms an@ppearanceof the WCRAStaff were verycleanand neat There is a detailed Code of
Appearance SOP which addresses the uniform requirements of each departmekéenrie staff is
issued taruniform shirtswith the WCRA#®signig dark greerpantsand WCRAS jackef&hey are also
required to wear black leather or leathstyle shoes or boots he dfice staffisissueda variety of
scrub shirts with animal designs. They follodadly schedule oivhich shirt they are to war on which
day so that all office staff members azensistently dressed alik@ffice staff wears their own pants
with the divisionissued shirts. Both kennel and office staff are also required to wear dingsaed
name badges while on dutY¥he licesedVeterinary Technician is issued dark green scrub pants and
shirtswith her name and title embroidered on theNeither the Kennel Supervisor nor the Office
Support Specialist wore a uniform during the site yisith of thoseindividuals were dresseid casual
clothing.

ACOs are issued tan uniform shirtith the WCRAS insignia, dark brown pants, WCRAS jackets,
baseball style or watchman caps and dark brown sweaters. Officers are also required teineanio
higher black or dark browleather workboots. Each individual officer also wears the appropriate
uniform attachments, such as shield, name plate, service stripes and insignia of rank.

WashoeCounty hagCollective Agreemenis place with Supervisosdministrative employees and

with Non-SupervisoryemployeesThe Collective Agement outline conditionson uniforms. The

employer shall furnish and replace uniforrh is a requirement of the jobf Areplacement is

NBIjdzA NER RdzS (2 Iy SYLX 2 &Somib foyttabréplace@eitMEE G KS
Collective Agreement, there idsa astatement in Article 25thataysy a Ly f ASdz 2F YI A
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16.0

directly or through contract facilities, the County shall pay a uniform maintenance allowance at the
following rates¢ ForWCRAShe Animal Control Officeate is $35er monthandthe Animal
Caretaker Kennel Assistant and Veterinaigchnician ratas $25per month

Key recommendations:
None

General recommendations:
V For consistency anelasy identificatiorby members of the public, WCRAS should consider
having the Kennel Supervisor and Office Support Specialist alamniforms.

Employee accountability and performance evaluations

The Interim Manager indicated that the County recently creat@@w empbyee evaluation and
development plan template. He mentioned that he has revised the fornbetter meet the needs of
WCRASEmployee performancevaluatiors are conducted annually, butey are alsduilt uponvia
quarterly meetings with th& Y LJf 2 @n@&liata supervisor. Tisequarterly meetings are used as
developmental tool and needs assessment to determine what the future traobpertives should be
for that employee

A copy of the template foACO performanceras provided to théAmerican Humaateam. The first
section of the evaluatioreviewsthe! / hp@réormance forthe last period Both the Supervisor and
the ACOhave the ability to make written comments regarding the rating of competencies and
functions. Thee are three possible ratirsor each objective: low expectations meetsexpectations
and exceedsexpectations The second part of thevaluationlists the goals andbjectivesfor the next
review period. Developmental objectives inclucntinuing educatiorand settingtimelinesfor
achieving thedesired performance.
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Appropriately prioritize, respond to and clear Calls-for-Service (CF5). [dszes the officer’s ability to
regpond to the appropriate GFS and to clear the OFS wsing the correct procedures and codes. |

OExceeds Hequirements  OMeets Hequirements Olleeds Improve ment
Complete J4 (citations, notices, statements and reports) in an accurate and timely manner.
[Asses the neatness, accuracy, thoroughness and timeliness of paperwork |

O Exceeds Reguirerments 0O Meets Reguirements OMeeds Improvement
Investigate, locate, capture, and impound animals using proper animal handling and capture
skills (lifting/loading, aggressive animals, wildlife, livestock, etc. [4sses the officer's knowledge
and proper application of equipment (share, control pole, bite stick, bie sleeve, muzzle, shotgun, etc).
Dogs the officer use good safety practices and judgment. It properly, appropriate protective gear used
whan the situation warrants, etc?]

O Exceeds Requirernents 0O Meets Reguirements  OMeeds Improvement
Check email and mailbox, complete payrell and maintain training records accurately and in a
timely manner. [Checks and responds, when necessary, emalls and assigned mailbax, In a timely
rmanner.  Subendts payrall dnoan accurate and timely manner and updates training records when
mecessary. |

O Exceeds Reguirerments 0O Meets Reguirements OMeeds Improvement
Maintain uniform, equipment and assigned vehicle in a professional manner. [/s the officers
uniform neat and professional looking? Is the wehicle consistently neat, clean, sanitany and propery
fusled and equipped?]

O Exceeds Reguirements 0O Meets Reguirements  OMNeeds Improvement
Effective use of computers and related software in the perfformance of assigned duties. [4sse0s5
the degree of proficiency with a computer, with typing, and with all software programs [Tiburon, Cutlook,
Word, Chameleon, Streeta & Trps, (515, eic) as related to thelr duties]

O Exceeds Reguirerments 0O Meets Reguirements OMeeds Improvement
Monitor radio traffic and utilize proper radio procedure. [4sses the officers radio etiquette and
proper wse of terminoiogy, encouwraging werbal brevity,.  Does the officer consistently manitar traffic,
walting to speak or anawer thelr radio when called?]

O Exceeds Reguirements 0O Meets Reguirements  OMNeeds Improvement
Issue warning notices and citations to ordinance violators and take appropriate and consistent
enforcement action in accordance with established policies and standard operating procedures.
[Assess the officers imeliness, neatness, accuracy, thorowghness and timeliness of their J-4. Assess
their degree of knowledge of state and local laws. Assess quantity of citations and warnings issued. |

O Exceeds Requirements 0O Meets Requirements  OMNeeds Improvement
Operate vehicle in a safe and efficient manner in accordance with department policies and
procedures. [dssess the degree of courtesy with which the officer drives, their practice of following
policies, inciuding the iding policy, and degree to which s'he s prudent in choosing rowtes.  Have there
bean any driving complaints or accidents?]

O Exceeds Requirerments OMeets Reguirerments OMNeeds Improvement
Sample of Officer Performance templatEunctional Competencies/Essential Job Requirements

In terms of dayto-day accountabilitythe field staff is monitored by théead Sergeants. The Sergeants
check the radidraffic 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 deeme
to bepriority responses. The field st&fféme is tracked through tl Tiburon dispatch system. Officers
f23 Ayid2 (GKS aeaidSy FTNRY (KSAN dfakrackstthsia I y R f
attendance.

@)n
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Both the office and kennel staffnembersare required to use a time clock for their attendance. For the
kennel staff, tasks are assigned on a rotational basis on the shift schediddsis monitored by the
KennelSupervisor and Kennel Assistants. The Office Assistant Il staff has dutieethssigned on a
weekly basisOfficefunctions are monitored by the Office Support Specialist.

Key recommendations:
None

General recommendations:
None

17.0 Disciplinary procedures

Disciplinary procedures aritlinedin Article 33 of the Collective AgreemsnThe 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 ihacyphction is
taken.

If disciplinaryr OG A2y A& | NBadzZ & 27F da@pbdisorlsiaiemaliNaiorm/ OS =
the employee of the specifiapsebefore issuing a warning letter or reprimand. Supervisors must take
action within45 daysof the violation or performance lapsé#.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 writingll documentation of disciplinary actios kept in an
SYLX 2@ S SI1B&onthd Entployees Ndve the right to appeal disciplinary action through the
grievance procedure.

WCRA®anagement staff is involved in the investigatemd meting out of disciplinary action
Terminations areollectively fandled byHuman Resourcethe WCRAS Manadger 4 KS SYLJ 2 @&
Qupervisor, the employee and tHemployee$Association representation

Key recommendations:
None

General recommendations:
None

18.0 Grievance procedures

Grievance procedures amutlinedin Article 32 oboth Collective Agreementd.he article is divided
into three sections.

(9 Aseican HIMAY 28
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The first section is thgenerd sectionthat provides definitions, how a grievanceaifected the
requirement foragrievance to be in writingand the requirement to file copies of the grievance with
bothi KS / 2dzyteQa [F062N) wSflGA2ya alylF3aSNIIyYyR (K

The second section of thaticle outlines thegrievanceprocedures. There are three levels to this

section Thefin & t S@St 2dzif AySa GKS GAYSEAYySa F2N 41l
department head. The department head is to attemptésolvethe matter at that time. If the

grievance is not settled during these informal discussions, the grievant subwiiten grievance

within seven daysand the department head is to render a written decision within seven days of
NEOSALIG 2F GKS INARSOIryOSe® ¢KS aSO2yR tS@St | f
decision with the County Managexho thenhasseven days to render a decision. Level three sets out
the timelines for submitting unresolved grievances to arbitration.

The third section of tharticle discusses conditions related to failure to act by management, waiving of
time limits, settlement ofjrievances and arbitration. Arbitration hearings are closed hearargkno
news releases are permitted concerning the hearing.

Both Collective Agreements have clearly outlined the procedureseqdreddocumentationfor the
grievanceprocess. Throughtaff interviews, the American Humane team determined that the WCRAS
employees ar@aware of the grievance procedure and are satisfied with the effectiveness of the
process.

Key recommendations:
None

General recommendations:
None

Compensation and benefits

Article 47 of the Collective Agreemearsietsthe pay grades, classifications ajudb titles for WCRAS
Salary schedules and market pay differentials for classificatimnthe exclusive responsibility by the
parties to HayGroup(www.haygroup.com/ww/Index.aspx

The following chart displays the hourly rate and annual salary for each ¥Y@irAPositions.
Additionally, each position is matched with a similar position in the ZD8@/A Salary Survey
(www.sawanetwork.oryjand the average salary for that position is listed. These salaries were
compared with responding agencies that have a net budget betweanilibn and $2.9 million.
Moreover, it should be noted thaa majority ofrespondents are frormonprofit animal welfare
organizations. Municipanimal control agenciegenerallyoffer higherlevels of compensation than
nonprofits.
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Job Description Hourly | Annual Salaryl SAWA Survey Position SAWA Surve)

Rate Match Average
(Based on 4bour
week) Salary
Animal Servicey $29.39- $61,131- CEO/Executive Directol $81,341

Manager $38.19 $79,435

Animal Servicey $23.59- $49,067- Head of Operations $50,121

Supervisor $30.64 $63,731
Shelter Manager $35,773

Head of Field Operation| $42,376

Office Support| $18.44- $38,355 No Specific Match
Specialist $23.97 $49,858 L
Facility Manager $39,764
Lead Animal | $20.71- $43,077- Animal Control $40,829
Control Officer| $26.72 $55,578 Supervisor
Animal Control| $19.51- $40,581- Animal Control Officer $29,139
Officer $25.35 $52,278
Veterinary $20.71- $43,077- Veterinary Technician $33,252
Technician $26.72 $55,578
Office Assistan{ $15.70- $32,656- Data Entry Clerk $25,428
[ $20.40 $42,432 o
Receptionist $21,602

Intake/Receiving Clerk|  $22,794

Animal Service{ $16.64- $34,611- Animal Care Attendant $20,780
Kennel $21.63 $44,990
Assistant

Animal Servicey $14.07- $29,266- Animal Care Attendant $20,780
Caretaker $18.29 $38,043

Payscales, pay increases and benefits are collectively bargained. Pay increases are represented as c¢
2F fAQGAY3 Ef26 yObadeariyOSYTROKE LI 2YSTYEDI{ERT
per year after completing five years or morefoli-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 for30 or more years of service.
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Washoe County offers a wide variety of benefits. A sunynedibenefits was providetb the American
Humane team by WCRASor to the site visi{seeSummary oBenefits). The health planncludes
medical, dental, vision and life insurance. Health benefit premiums ar@pd@@ntpaid by the County.
The County &s established an Insurance Negotiating Committee whose purpose is to recommend
benefit changes to the Washoe County Commission. Staff may enroll in the healtipplaril 90days
after their hire date. Most other benefits allow enrollment at atiye; some require a minimum
number of hours worked per week. Other benefits offered incladlexible spending@ccount

wellness program, employee assistance progreong and shortterm disability insurancegnd
retirement contributions. Washoe County payOXercentcontribution to thePublic Employe&3
Retirement System of Nevadaww.nvpers.orgj.

A tuition reimbursement policy applies to #lashoeCounty staff. The policy states:

It is the policy of Washoe Countyassist employees wishing to improve their job knowldzge
attending classes at an accredited academic institution. In keeping with such polifol|divng
procedures shall be followed by employees seeking tuition reimbursement: [Erhekesstand tlat all
requests are subject to appropriate approvals and availability of finaresalirces within Department
budgets.JUpon recommendation of the employ@&epartment head, the Director of HumBesources
may grant approval for tuition reimbursement.rraking such a recommendation, tHepartment
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 thabaree]ated or degreeaelated in

the field the employee is employed in and that will improve the emp®@gbdity to perform at
Washoe County.

3. Employees must receive a final gradeéBifor better in order to be eligible to receive
reimbursement.

4. Enployees may receive reimbursement for required textbooks, if such textboaksreated 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 talka class at an institution other than the state commundilege or
university, the maximum reimbursement shall be the amount equal to the ctadtiog the class at the
appropriate state institution. Employees who attend eithertheversity oNevada, Reno, Truckee
Meadows Community College, or WestBlevada Community College will receive full reimbursement
up to the maximum amourdllowed annually.

7. Appeals may be made to an Assistant County Manager within 30 calendar detgioation of
denial. All decisions are final.

Washoe County stafeceivell paid holidays each year. Eligibility is immediate upon employment. The
holidays offered are New Ye@r 5F &% al NIAY [ dzi KSNJ YAy3 WNIX 51 &
Independence Day, Labbr @ 3 b S@I Rl 51 &3 +SiStéda@ier 583 ¢KI
Thanksgiving and Christmas Day.

Vacation entitlement is available to falme employees after six months of employment with the
County. Vacation is earned on a guating basisEmployeesvith 0- 3 years of service receive 96
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hours per year, 35 years of service receive 136 hours,1® years of service receive 152 hours; 10
15 years of service receive 176 hours; 2B years receive 192 hours, and 20 years or more receive
200 hours.

Staffearnssick time from thé first day of fulltime employment The accruatate for 0- 10 yearsof
service isl¥s dag per month; employees withlO yearsof serviceor more accrue 1¥2 daper month

Key recommendations:
None

General recommendations:
None

Employee morale

Basedupori KS ! YSNA Ol y obsdméatiogsgndintgividn@,dhe overall moralettud
WCRAStaff seensto beverygood. Many staffnembersindicated that the morale hagreatly
improved since theleparture ofthe former Manager

Saff indicated that in general, WCRAS isemm environment The lennel staff as a whole cited that
they are notmicromanagel, which has facilitad a higher level of morale in their team. Some staff
members feel there ardivisiors betweenthe service areas, but thejo not feel that these divisions
create any conflictsOne of theproblemsnoted by thefield daff is heightened frustratiorconcerning
enforcement issues and the laockpower the staff hawith citizen complaints. Other concerns cited
include a lack ogxplanationregardingunfilled vacancies, temporary employeesinglimited in their
duties(which thenincreagsthe workload for permanent staffandnot being granted approval for
vacatian requests

All members of th&VCRA®anagement teantfelt that there was a more relaxed atmosphere since
the previousManagef) departure The Interim Managestatedthat he tries to communicate with
individuals as needed and to the specific working geaupa regular baside indicated that he allows
staff to break the chainef command if theyso desire The other members of the management team
felt that having a more positive relationship with NHS has hetpadhprove staffmoralesignificantly
Managment also indicated that one of theasondor improved moralasthe abilityof 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 ahd understandsssues that impact their work, such as budgetary

concerns and hiring freezes.
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Organizational trust

The WCRAS staff exhibitedaaly high level of organizational trust. Most statatedthat their trust in
management has improved since tleparture ofthe former Manageand that the current

management team looks out foineir best interestsMost staff members statedhat they have
O2YyFTARSYOS Ay (KS Lafidn®dtdr tiemaéligvéthat $hdliRanagendent tedmiish S &
implementing policiesairly.

Some staff members are waiting to see what happens imta future before putting their trust in
management. Some of these staff members reported thate has notalwaysbeenequal treatment

of employees by WCRA#nagement Some staff statethat up until recently, some managers
unfairlytargetedcertainemployees. One of the concerns cited was that staff is not always made aware
of procedural changes heexample provided was a protocol change about owsrender

euthanasia requestsSomestaff felt that this change was not effectively communicataad
consequentlysomestaffdid not find out about the change untlmanagemwas called to the front

desk to resolve this issue with a custom@f particular concern to staff was the chargoig

euthanasia fee when the service was no lonigeingoffered, rather than charging a facility acceptance
fee. Another concern cited by some stafésthat there are no regular team meetingfhere is also a

fear among some stafhat whoeverishired yi2 (G KS al yIF 3SNDa davistioni A 2y
neededto takeastandagainsti KS & RS Y I yivRen fiecezsskry b | {

CNRY YIylI3aSySyidQa LISNRasisnGarity GileSstaffickréabouthed SE S yude!l Qia
missionandtake pride in thework carried out byWCRASManagement indicated that thestriveto be
FIEAN YR G2 €221 2dzi MagabdméankistoNdef afilofierl®deSof a Q A y i
communication, seekfeedbackwheneverpossible and givatheir staff ownership of tasks.

The toolsSWCRAS usdsr 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 procadwadsnely
fashion.

General recommendations:
V Hold regular staff meetings that hawveganizedagendas and minutes.
V Use the team meetings @mployee surveys tagainfeedback from staff to determinehether
WCRAS succeeding in its mission and strategic objectives.

Budget and financial statements

The WCRAS annual budgets and financial statements for 2007, 2008 and 2009 were provided to the
American Humangeam prior to the site visit. The BRA®udget is not prt of Washoe 2 dzy' G & Q&
general fund. Thédmerican Humane team found that WCRA&Isquatelyfunded for the population

size of the community serviced aitd scope of operations

@ i
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Key recommendations:
None

General recommendations:
None

Bookkeeping/accounting

The Office Support Specialist oversees the accounting, purchasing and inventory functions. Once ther
has been a confirmation @freceipt of goodsthe appropriate cost centers and general ledgers are
assigned, thelocumentation issigned by the Office Support Specialstdthe documents are

remitted to theoffice of the Comptroller for processing.

WCRASses Chameleon for customer transactions. The system generates receipts for services that
have been provided anfdr which fundsaretransacted. A daily cadbox closing report iprinted at
the end of each dato reconcile the monigsand then the deposit is entered in SAP.

Monetary donations are accepted by Washoe County Animal Services. The donation is recorded in
Chameleorand in SAP.

Payroll is also handled through SAP. The kennel staff and office staff are required to use time cards fo
their attendarce.FReld staff attendance is logged through Tiburon. Management staff approves the
payroll requestsand processing is denthrough theCountypayroll subdivision.

TheAmerican Humane team correspondetth the Chief Deputy Comptroller regarding divisional

audits. She is not aware of any regularly scheduled departmental or divisional aldiSRAS
however 0 KS LYy GSNYyIlFt ! dzZRAG S5ABAEAAZ2Y AY (GKS [/ 2dzyie
audits. There is an independent accounting firm that annually aMditshoe/ 2 dzy (@ Qa / 2 Y LIN
Annual Financial Statements. The audited statements can be fouddfos / 2 dzy 1@ Qa 6 S0 ¢
(www.washoecounty.us/repository/files/33/CAFR%2008)pdf

Key recommendations:
None

General recommendations:
None

Strategic planning

WCRASo0es not have a strategic plan or any measureable objectives and goals. The Interim Manager
indicated thatdevelopment of a strategic plamould be the responsibility of thperson who fills the

@ i
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Manager position permanentlyrior to the site visit,He Anerican Humandéeam was provided with a
copy ofz | w! dtr@eygicpriorities. Thiddocument is modeled on thgrategicpriorities set by the
Board of County Commissiondrsww.washoecounty.us/b@priorities.html).

Key recommendations:
None

General recommendations:
V Once the Manager position has been filled, WCRAS should develop atthfiee-year

strategic plan. A strategic planning committee should be createtlidingstaff members from
field, shelter and administrative servicesfacilitator who has a good knowledge bageuld
be engagedor 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 goa
area. Using the current strategic priorities document as a guide, an example goal could be
dmplement a pet microchip program to enhance our ability to reunite lost pets with their
2 ¢ Y S Qe df¢he stated objectiveswouldpie ¢ 2 2 FF S NJ | yip clini feditning Y A
Ay GKS &aS0O2yR lijdzk NISNI 2F HnamndE

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 stafbccountability.

V Ensure the strategic plan is distributed to all staff and that they have an understanding of the
F3SyoeQa FdzidzNE RANBOGAZ2Y D

25.0 Physical plant review and evaluation

25.1 Building exterior
TheWCRA&enterhouses both WCRAS and the Nevada Humane Society (NHS). Both
organizations movedahto the shelter on February 22, 2006aking the building just over three
years oldOverall, the building iapproximately 93,008quare feet with pproximately 63,000
squarefeet under roof. Based on the current service agreementSbit¢upies approximately
58 percentof the building under rogfwhichequalsabout 36,540 square fegtwvhile theWCRAS
side encompassmabout 26,460 square feethe gproximately 30,000 square ééthat is not
under oof is comprised ofopen courtyardsith outside dog runs, dog getcquainted areas,
dog exercise areas and staff areas. Mahthesecourtyardsaref 2 OF 1§ SR A G KAY
footprint, resulting in open spaces that serve asdtional interior rooms.More than 50
percentof the courtyard areaarelocatedon the NHSside of the building.
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¢ KS 0 dzA f R AsyeahSracte® ibtta Sosbirgatioh of colored architectural block, regular
block, naturaktone, tinted glass and painted ste&lvocontrasting 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 stonbeafront entrances

and on the exterior walls of the education centebold and very attractivépicture 1).The

education centecreates aseparation betweeWWCRAS and NHEherearelarge glass fronts at

the main entrances to Animal Services,dthe NHSNellness Clinic. Largénted, double

paneg insulatedglass windowsrelocated around the exterior of the buildinglong with other

glass doors and metal exit doofiche color scheme of the metal doors, metal door and window
frames, glass doorsesvice doors, garage doors and the new barn facility match and
compementi KS o0dzAf RAy3Qa O02f 2NJ a0KSYSd® ¢KS YIAyY
are similarly constructed using large concrete pathways leading to the glass front entrances,
enclosedby open steel frame and stone canopy structuttest provide a strong architectural

signal leadingisitorsto the entrances.

There is a flat roof orthe majority of the facility. The exterior walls of the building extend
above the roof line andre capped with green metal flashing. The extended walls help hide
some of the rooftop equipment and materials. Where rooftop equipmsrtbo large to hide
from view, a green metdhcade surroundit, which giveghe roofscape a clean and attractive
appearance.

Green painted metal roofing matching the flashing and the rooftop enclasursed to cover

the kennel bays and part of the outside dog runs. Roof overhangs above the outside dog runs
extendhalfway over the runs. These shortened overhangsat fully protect the dog$rom

rain, snow and direct sunlight.

The combination of these features and the selection of colors and textures of the building
materials m#&e the facility very attractiveand compatible with the surrounding environment.
The textures and colors blend nicely and signal that the agencies within the buddeng
professionabrganizations.

TheWCRASEenteris located just north oiVashoe/ 2 dzy 1@ Q&4 DSY SNI £ { SNI.
Maintenance, Telecommunications and Equipment Servicepleniocated on land between

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

entrance tothe shelteris off ofMarques Waywhich uns between the WCRAShelterand the
County compleXWCRAS shas¢he same building with the Nevada Humane Society (NH1S).
0dzZA f RAYy3aQa 2NASY il A2y RESsidelpsraldlBngldyNinerhea S i
south sidewhichisthe length of the facilityruns parallel to Marques WayMarques Wayis off

of Longley Langroviding 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)uns parallel to Marges WayThe service @e is at the southwest corner
of the property. It leadto the west parking area used for staff parkifigld services vehicle
parking and parking for the horse trailer, spay/neuter vehicle and the newer emergency
response trailer. The animal control lggbortis on the west end of the building anslaccessed
from the west parking lofThe old animal shelter facilisitson land &rther to the west The
open landadjacent to the old sheltes used to exercise the horses and/or farm animals that
arehoused in the barnThe new barn and paddockse located at the northwest corner of the
property, adjacent to and west of the parking ardaound the northwest corner of the
building from the west parking Ipthere are additionaparkingspacedor field services
vehicles, staff and volunteerslong the north side of the buildinghere isa large circular area
roughly at the migpoint used for Ni$staff and volunteer parking. Theeze access points into
the shelter at several locations along the rodide of the building. The crematory and freezer

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

room was well planned and provida good flow pattern. The garbage dumpstarelocated
on the north side ¢ward the center of the building for easy access by both organizatsase
the auxiliary emergency generator, natural gas servicerangcled cardboard dumpster. The
two garbage dumpsterare hidden withinan approximatelyé-foot-high concreteblock wall on
three sides with two double gates along the front for easy access. The auxiliary generator
standsto the right of the dumpsters anig completely fenced in. Colored stripse woven into
the chainrlink mesh on the gates to obscure visibility of thempsters and generatoburing
the site visit, he dumpster area inside the enclosure was claad free from litter The gas
serviceis fully protected by three-éhch-diameter concretefilled bollards painted bright
yellow. Thereis no access to theorth side of the buildindrom any public road$Public &cess
to the entire facility isgained only from Marges Way.
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Picture 1

25.2 Exterior signage
Thereareno directional signsn Longley Lane ayn any of the other roadwaykeading tothe
shelter. Whenapproachingfrom the southon Longley Lanehe only visible sigrfor the facility
isa smallcommercially produced sandwidivardadvertising NI& This sandwich board is
attached to the stop sigat the entrance/exit from Marques Way via a wiralde and padlock,
which detracts from the overall neat and professional appearance of the facility grounds
(picture 2) However, without thisandwich boardthe American Humane team would have
driven right past the facility on the first day of the siisit The main sign for the faciliig
located about 10@eet beyond the intersection of Longley Lane and tas Wayand is not
clearly visible to drivers until they have already passed Marques Waysign isocatedon the
grassy lawn at the east emd the buildingalong Longley Lanélthough this sign iprofessional
andattractive, it is too small and difficult to read when approaching from the spittture 3)
Without the aid of the sandwich board, it is nearly impossible for someone unfamitiathe
area to prepare for the left turn onto Marques Wagoming from the north, the main sigsn
much easier to see in advan@ndpreparing forthe righthand turn onto Magues Wayis not
a problem(picture 4) WCRAStaff indicated that local coderohibitsthe installationof larger
or additional signage. It was noted that other businesses locatedidharound the area also
seemto have smaller signs.
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Once on Magues Waythe firstvisiblesigndirects traffic to theright for the NHS parking ase
and straight for the WCRAS parking amghich is the second lot on the righthose signare
also professionally constructexhdmatch the style of the main sign.

The education center prova$a strong architectural cluthat helpsdirectthe eyeto the

lettering above the windowthat reads dWashoe County Regional Animal Services Cénter.
The two distinct entrances for the different organizatianne on either side of this center
pointt 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 Americantelamane
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 destinatibme fact that the organizations
are connected by a main hallway helps visitors reach their final destination regardless of the
entrance used.

The incoming animal entrangglocated to the left of the main entrancand isnot clearly
visible The walkwayo the incoming doors connected to the main walkway between two of
the columns supporting the main entrance canopy. Theeno signs directingisitorsto look
or turn left in order tofind this door(picture 5) The incoming dods marked using white
lettering on a glass panel above the door. The lettgnmigich read cDropcOff Found Animals
Entranceg was not readily noticeablgpicture 6) TheAmerican Humanéam had to scan the
area todeterminewhich entrance to use if bringing in an aninfaliing thesite visit,several
customerswith animals were observed scanning the area to determine how to enter the
incoming office. Oneustomerwho entered themaindoor with an owned animal for
relinquishment was redirected tNHS Although the number oflients who delivered animals
to WCRASuring thesite visit was relatively lowthe impression was that many people who
bringanimals to the facility might enter through the main entrance and waliéh need to be
redirected back outside to thé C 2 dzy Ris9 y (i Nddgdbosté NHs

Paper signaretaped to the back side of the glass doors at the incoming animal entrance and
main entrance. A sign that announcése new law about leaving animals irparkedvehicleis
taped at both entrancesanda paper sign displaying the hours of operatistaped to the
incoming door. Because the glasginted, itis difficult to read the signs from any distance
(picture 6).

The automatic service gate for the west and south parkingsiselocated &rther down
Marques Way. A large white sign on the ground at the end of MarquesiWdaatesthat the
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areais for authorized personnel only. The sigreffective but it lookslike it was an
afterthought and doesiot match the quality of the other signs.

Pictue 2
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Picture 6

25.3 Grounds and landscaping
Landscapinground the WCRAS Center is limitedareas immediately surrounding the
building.The gound cover generally consgbf different size ofsmooth river stone. For the
most part, the planting bed bordeese either the curbs in the parking lots or fabricated
concrete borders in the yards. The stones used for ground @redarge enough so thahey
mostlyremainwithin the borders of the @inted bedsTrees, shrubs andresamental grasss
that growwell in a desert climatare planted throughout the stone bed3hee were some
weeds growing in the stone bedsseveral areagpicture 7) TheAmericanHumane teanalso
observed that theornamental grasses had not been cut back after they died over the winter, as
should be done to improve the quality and appearance ejn@vth the following spring.
Conventional lawnmgssis limited to the east end of the building. ®lawn areaislocaed
alongLongley Lanahere the main sign is locateBuring the site visit, this grass was well
manicured andappearedto be in good healthThere is an irrigation system in place to support
the plantings. The overall appearance of the landscaping waisamal attractive.
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The contours and grades of the walkways, parking areas, access pads and curbs were taken in

consideration during constructioof the facility Curbsare contoured at different locations to
allow for water runoff from the building andalkways. Drainare strategically placed talso

help inmanagng water runoff. Access to the dumpsters, sally port and connecting walkisays
smoothand withoutobstructions. Grading of the large paved surfaces and surrounalit |
looksas though it wald aid in moving water away from the building and surrounding land.

Picture 7

25.4 Walkways
Public walkwayare elevated above the level of theagking surface. A curb separatie
walkways and the parking surfac&alkwaysare constructed of poured concrete using a lightly
textured finish that providstraction when wet from rain and mgng snow. The walkways
extendthe full length of the parking area along the south face of the building and along the
north gaff parking areaThey providaunobstructed access to all the public entrances to the
building. When therare changes in elevatigrsuch asaround the dumpsters ahgenerator,
the walkways changaccordingy. Entran@s to the building transitionicely fromthe
walkways At the time of the site visit, the alkways 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

25.6

The entire WCRAS facility appetwde Americaswith Disabilities AC(ADA compliant.There

are three handicap parking spaces. One handicap space is located by the WCRAS entrance ar
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 trepainted insignia on the surface of the

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

ramps leading from the parking lot surface to the elevated concrete walkway are wide and
comply with ADA requirementsThele are two ramps for those who park in the handicap

spaces in the public parking Ja@ind thereisalsoa ramp in the north staff parking lot. The
doorwaysand hallwaysre wide and meeADA requirements. Signage in public areas indude
Brailleas requiredandall the restroomsare equipped with handicap stalls

Parking

Thecustomerparking areasire shared by WCRAS and 8IM/hile the parking scheme attengpt
to direct NHscustomerdo the east side of the shared parking lot and those goingd@RA%o
the west end of the parking lothe American Humane team observeastomersgenerally
parkingin any open space. This did not seem to present a projdeanthe entrances and
walkways along the front of the building provide easy access from any parking space.

Thereare 53 parking spaces in the public lot. Fayraces areeserved for loading zonesd
three spacesre designated for handicap parking

The west parking arease used forfield servicewvehiclesand staff parking. Therare a total of
23 spaces with at leasbur spaces reserved for the horse trailempbile spay/neuter vamand
emergency trailer. The driveway from the service gate prosgedtthe parking spaces, the
entrance to the sally porandthe barn and around the corner to the staff parkitgt along the
north side of the buildingA parking lamppost at the northwest corner of the parking asea
equipped with a convex mirrghat allows drivers tmbserve traffic from the west and north
parking areas. The mirror heddrivers negotiate the blind turn at the northwest corner. Some
staff membersanformed the American Humane teatiat some staff and volunteersutinely
drive too fast around thiscorner. It wageportedthat one NFsemployee was recently held
accountable for driving too quickly around that corn€his corner presenta hazard not only
because of the blind spot, balsobecausethe barnislocated there. ldrses or ther livestock
being loaded or moved around in that areauld pose an additional risk to drivers coming
around the blind corner.

The north parkingot isused forfield servicewvehiclesas well as staff and volunteer parking for
both WCRAS and MHT hereare 23 spaces reserved fd0v¥CRA&Nd 28reserved foNHS
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According to one of the administrative directivesmmunityservice workers parkn thelot on
the north side of Marges Way in fronbf the WCRA%acilities.

The parking lots and drivewaare paved with blacktopAt the time of the site visit,teywere
in excellent condition. All of the spaces were clearly marked with painted lines. The paint was
generally in good conditigralthough it was showing some signs of wear.

Fire zoneare not present or marked in any of the parking areas around the building. The
parking lotsappearto be large enough to accommodate emergency equipment even when
vehiclesare in parking space$iowever, theshort turning radius from Maues Way into the
publicparking lot as well aghrough the service gate and around the coryggensvery tight.
Some larger emergencyehicles may be difficult to navigate in these areas

25.7 Exterior lighting
All of the parking areaare lighted. Thereare eightlampsin the public parking areaen lamps
in the weg parking areaand siXxamps in the north parking area. In addition to the parking lot
lamps, lighting fixtureareinstalled around the entire exterior of the building at regular
intervals, above each doorway aimdthe outside courtyardsAll ofthe exterior lighting fixtures
appearto be gas vapotype bulbs. The lampposts and light fixtueggpeared to ben good
condition with clean and clear lensd®wever, the American Humane team was only-site
during dglight hours and did ricobserve the lighting patterns h& number of fixtures and
their locations seenadequate for safetyand security.

25.8 Security
When originally conceived, the detacking plan considered the whole building as one entity
but that provel ineffectivesince there are two different agencies occupying shenebuilding
WCRAS and NHS each have a separate keying sysiethe sake of security and maintenance,
some upper management at both organizations and some maintenance staff possass ma
keys The keying plan faNCRAS consisté 15 keys as determined and monitored by
management. The locking systesilexible anddoor locksandkey assignmentsam be
changed if theras a security breacand/or if staff assignments and security levels change.

Thedoors into the cat rooms that adecated in the public part of the buildiraye keptclosed
and locked. Staff members whweork in those areas have keys

The doors to the indoor dokennelsare sometimes locked and sometimes left open. Staff
statedthat visitorsare allowed to enter thosereasto 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
kennelsare either on the other side of a pipe fence barrier or behind a-etigth wall with
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singledoor access. The doors leading to the outside-dogcourtyards from the public
corridorare sometimes locked and sometimes unlocked. Stedfed that visitorsare allowed

to access the courtyards from the main corrigeo the doors should remain unlockeal! of

the outdoor kennel runsare behind pipe fence barriers designed to keep clients well away from
the dogs and theindividual rungatesare lockedwith padlocks.

The doors at the opposite esdf each of the outdoor courtyardbat lead tothe staffonly
perimeter hallway and internal roonege alwayslockedto prevent visitors from entering those
areas.

A securitycard systemsin place for the automatic gate at the service entranthe security
card providesaccess to staff/volateer parking and actas official identificatiorior WCRAS
employeesA securitycard system also controtbe large security gate that separaté/CR&
and NFSin the main reception hallwagfter hours

Thereis currentlyno 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 gcurity cameras installethroughoutthe facility, however, thesecameras

were not yetbeingmonitoredat the time of the site visitManagement staff@uld see the

images orthe monitors, andthat was the extent of the system #ie time of the sié visit
Discussions were taking place about setting up camera monitoring internally or using an outside
monitoring service.

An outside security firnis used to monitor the exterior of the building after houltscompletes
routine extenal site inspectins and reporsanyA 4 4 dzSa (2 GKS LRt AOS |-
Central Command.

Staff shared a story about an incident where damage occurred to the building aftergcloke
security firm reported the damage to the Countyhich in turn immediatelyepaired the
damageandaverted a potentiallymore serious problem.

Panic alarmareinstalled at the main reception desk and the incoming animal desk. The alarms
are connecteddirectly to the police department. According to staff, they have not beedus
the three years they have been at the new shelter

The rear portion of the building is surrounded bg-foot-high chairlink fence topped with
three strands bbarbed wire. The fence staréd the southwestorner of the facility, wraps
around thewest parking lot andhen followsthe property line along the north parking lot.
There are penings in the fence line at the automatic service gate and at the doorway of the
barn. This perimeter fence offers protection if animals esdapethe staff parkng areas on
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25.9

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 chainlink fence surroundghe outdoa runs along the north side of the building.

Those runs @ used for the dog quarantine and rescue kennels. The outdoor exercise area
adjacent to the nortkside dog runss also completely surrounded by a chéink fence. During
the site visit the gatesat each end of the run section remained closed.

Fire alarm system

The entirefacility is protectedby an early fire detection alarm system and a fire suppression
(sprinkler) system. Thelis onecentrally locatedmain fire alarm control panghat monitors

the early fire detection system and one main sprinkler system riser rabm early fire

detection system and the sprinkler systemre monitored 24 hours a day by Simplex/Grinnell.
{GFFF AYRAOFGSR GKIFG GKS |/ 2 dasdiodhe dysténSHhé NI f
| 2 dzy G & Q Gommang maMdaifis call system in order to notify critical responders and
staff in case of fire.

The fire alarm and sprinkler system@® inspected, maintained and serviced by
Simplex/Grinnellwhich followsa prescibed protocol for inspection and service established by
contract in accordance with state and local fire code requirements.

Fire officials hee access to the building using the Knox Box system. The Knox Box is a secure
key safe affixed to the outside tife building or entrancéhat can only be opened by the fire
department. All of the keys that open the building and/or internal ro@resin the Kno Boxes

Two Knox Boxeare installed in the facilityOneis on theNHSside of the buildingand the
otherisat the service gate at the southwest corner. Because WCRAS &gkNlp their own
keying systems, the Knox Bex®t only told master keyswhich workfor the entire facility

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

25.10 Interior signage

All of the rooms and spacegthin the WCRAEenter ae identifiedby professionally
manufactured signs placed on the walls next to doorways, on the doors leading into aaoom
above rooms or doorways. The sigme green with white letteringwhich matchethe

0dzA f RAy 3Qa 3Sy S Nirehttradtiget agdpioad® dedrVasrdificatidh Sfahe
rooms(picture 8)

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

directs visitors to go to the righof NHS classrooms&ndrestrooms and to go to the left for
Animal ServiceandLost & Found (picture9).
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The main reception desk on the left sidas you enter through the main entrancéhe
lettering above the reception are@ads &Washoe CountiRegional Animal Servicés\ signon
the wall to the left of the reception degkisplaysthe full price list for services, fines and
licensingfees. The price liss on a professionally manufacturechessage boartlype signthat
has agreen background witlwhite letters. The lines of the message boaehbe changed if
prices and fees change. The information was stithigtvard and easy to read.

Thereare two tables across theain lobby one on each side of the doorwéadingto the

staff offices. The tale to the leftholds a vase of silk flowers and a box of tissées

information rack filled with brochuresamgson the wall to the right of that table and just to the
left of the doorway leading to thetaff officearea.At the time of the site visit,iis brochure

rack was well stocked antkatlyorganizedpicture 1Q. The table to the right of the office
doorwayholdslost and found animalbinders, theanimals Dead on ArrivélDOA)inder and the
minutes from the AnimaControlBoard meetinggpicture 11) An enclosed metal bulletin board
where items of interest, current events and other general informatioadisplayedhangson

the wall to the right of the tablépicture 12) Access to th displaycaseis managed by WCRAS
staff.

At the timeof the site visit, thanterior walls of the facilitywere uncluttered which helped to
drive attention to the signs and displays tleat used to communicate with visitors. Visitors
seemed to be able to navigate the public spaces easily when askeddated they were
satisfied thatthey were able to easily find their way around the building
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Enter Here to
Look for Your
Dog
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Picture 10
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