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Te Role of a Greeter

Welcoming Face for
Customers

Providing Support for
Adoptions Team

Answering Questions

Providing Excellent
Customer Service

Helping with finding
locations




The Best
SIESIEE
ShOUId Be"‘ Comfortable talking with o

diverse group of people

Reliable and punctuadl

Have excellent customer
service skills

Familiar with inclusive
language






Be respeciful!

Leave bias, stereotypes, and
prejudice at the door.

Keep an open mind!

Ask for help if you need itl









Rember the

10/4 Rule

Make eye
contact at 10
feet and say

hello at 4 feet.

Welcoming a
Customer

Greeting "Triage"

Determine how to
Greet customers by best help. This could

saying "Welcome! mean referring to @

What brings you to staff member,
HSHV today? walking them to a
location, answering

a question, etc.

Thank

Customers!

No matter the
reason, we are
glad they chose 1o
visit HSHV.




Customer Service Best

Treat Everyone
with Respect

Anyone could be a
potential supporter,
adopter, volunteer,

donor or advocate.

Be a Good
Listener!

Listen without
judgement and
decide how to best
assist them.

Practices

Respect
Personal
Space

Please keep a
comfortable
distance and refrain
from touching
customers.

Take Time to
Explain

Visitors are often
unaware of the way
we operate. Take
time to share
information and
how things work.




Answering FAQ's

e Finding
locations
e BasiC

procedures
for adopftion
e Program
Inquiries
e Donations
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Thank YOU for choosing to adopt! ‘:") i![‘[_’,';'gfr";"'-‘t;ﬁ]'|'|'w

@ ADOPTER SURVEY Date
Adoptions
Address Date of Bith: ___ /[
City State Iip

Primary Phone Alternate Phone

Email O Do not add me fo the HSHY email list
Emergency Contact Name Phone Number

Driver's License Number

Tell Us About Your Household

To visit with an animal, customers e e o are chichen

Ages of children in the home
We [ ]Cwn [ ] RFent cur home

Wi” need -I-O hgve Comple-l-ed O Ourhomeis [JActve [JQuiet/lowkey []Somewhere in Behween

[[]We have dogs frequently visit cur home

Survey. nast few years:
I
o Greeters can get a customer
started on completing a survey.
e Completed surveys should be " CJ0uriamy [ Jou chdrer) [Jarcier iy mamber C]Cmparion o arper o

When we are not hame, our pet will spend time [ ]In a crate in the house []Loose in the house

taken to an HSHYV staff member o I Ceninedneneroom i neverd Cloer
Tell Us About a Pet You'd Like to Adopt

or front desk. s Dot Matter (S olberorimals | Dedowed et

Active or Energetic OF Being Alone
LJAMust [Doesn'tMatter  []AMust []Doesn't Matter

e Adopftion surveys are also R e e

[JDefinite Mo []Can Train

OVO”O ble O nline . We will review the pet's medical history and behavior notes with you.

Check any other topics you'd like to discuss:
] Acclimating this pet to our home [ Intreducing pets to a baby
[ Introducing this pet to our resident pets [] Toys & fun
[[] Heouse and crate fraining [] Preventatives (i.e. for hearhworm, flea & fick)
[] Basic Training [] Finding a pet trainer
[1 Mail Tamming or scratching managing fips
O Moving with pets

Adopter Survery




Understanding Kennel Cards

Animals with these kennel cards are available for adoption and are able to be
visited with.

Can be adopted and go home the same day. Can likely go home in fthe

next few days.
V V

- L1
_- : “(', Humane Society of :
x ove Sty ot ) Huron Valley P e S —
3 Animal 10: ADOS 130314 : r.—) Huron Valley
Meet Dually pp/ Missy...
leel Lracie Meet Piper...
: . Dually pp/ Missy
'y . Name: Piper
e Age: 12 yoars
Y — y © Male Weight: 8 pounds Photo Not o
i Towe SRE b ounce I3 o SRS SN Available

Breod: Domestic Shorthair
Color:  Buff
Intake:  Surrendered On 1/12/2023

T White/Buff

1

Surrendered On 1/26/2023

| am decawed
Prafars children ovar Syrs

Prefers children over 12yrs

I need o be your only cal, please!

About Dually pp/ Missy... Adopion Fee: $105 Oop e o RIS

Meet Missy and Dually! These two senior sweethearts need to bo adopted togetner because they
are extremaly bondad to one another. When you see them interact with one ancther you know
right away that they ara the best of friends. They eat togethar, sisep wogether, and provide 5o
much comfort to sach other, Missy is a big ball of energy and loves to run arcund and give kisses
while Dually is a bit mane lowkay and would nothing more than to cur on your lap and rest. These
twa really are the best of both worlds! I you have been wanting two dogs, look no further than
Missy and Duallyl

About Piper... Adoption Fee: $0

Hi thene, my name is Piper. | am a very sweet and laidback kitty that would love nothing maore
than a warm kap, good food and the love of a forever family. Adopting a senior cat like me would
be a parfect fit for families that enjoy a mare relaxed household. With a senior cat, what you soe
is, for the most part, what you got when it comes to temperament and personalityl

Piper's ideal home:

-I nized a cat free home please!

-l need a dog free home pleasel

-1 need a home without kids under 5

Animal#  A0052043583

| am part of a “Perfect Pair, that means | am bonded with anather animal and weo must be

adopted togethed! “Perfect Pairs” have special adoplion fees which make it easier for families o
make a commilment to the pair.

Mama: Tlm

| can visit with you!
At this point, | have not had my vet
check, so | can't get adopted just yet.

It you would like to adopt me, please
ask the staff at the front desk about
the next step.

HEHV S:all OMLY check resticions: Dchildren DOdsgy Ooals

Ncrochip ID: S820610T2261619




Understanding Kennel Cards

Animals with these kennel cards are not able to be visited with yet and are staft
only. Intferested adopters can talk with the front desk staff for more information.

Animals with an all white kennel card.

-

Behavior Treatment
Stage Review Data
2102023 09.05 AM

Cotatnrgy ihen
evwr Arrival Exiin
Dong

Arrival Date
11652023 E“mmblh
02:09 P 11712023 02:09 PM

[J7ime to Adjust

[JScanned

Any animal with an orange
"Adoption Pending" card.

!
COME
Just Chillin® e
forinformation see o staff member 2023 02:12 PM
Staft Only -or- |‘.] Volunteers OK [ Time to Adjust







Good on all temsin
Paws to Shop retiail
store except cariers.
Cannot be comoined
with any ofner

> coupon of discount.
All pigceeds help shelter animals







Let's have some fun and do

some practice scenarios!




Scenario 1

A customer enters holding o
box with an injured bird
INnside. How would you
approach them and where
would you direct them?@



Scena rio 2 A family with two young

children come in and want
fo take a look af the dogs
who are available for
adoption.



Scenario 3

You are talking with o
young couple who is
Inferested iIn adopfing a
dog. They disclose that they
are 19 years old. How
would you proceedy?




Scenario 4

A person comes in with o
group of children who have
collected donations for
HSHV. What steps would
you take?¢



Scena riO 5 A customer enters and

shares that they are here for
an inferview with our HR
department. How would
YOU proceede




Scenario 6

A new volunteer comes in
and lets you know It Is their
first shift and they aren't
quite sure what to do. How
would you proceed?




Scenario 7

A family comes in and is
looking for a specific cat
that they are inferested In
adopting. You are noft sure
who the cat is. How would
YOU proceede



Scenario 8

A customer comes in and
asks to speak to Tanya, our
President/CEO. You have
seen her and know where
her office Is. How would you
proceede



Scenario 9

A customer enters and
shares that their animal
recently passed away and
they would like To make ©
donation on their behalt.
How do you proceed?



Scenario 10

A customer just adopted
thier new pet and is leaving
fthe building. What might
yOU say as they exit the
building?



lunteering
as a Greeter
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Vil

unteer staf

Update yo

After Today ...

f Sign up for a shift.

vl

account so that
YOU Can see
available shifts.

Follow up with
the Volunteer
Departrment
Team with
questions.







