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TRANSMITTAL LETTER 
 
June 1, 2017 
 
 
The Audit Committee of 
Prince William County, Virginia 
1 County Complex Court 
Prince William, Virginia 22192 
 
Pursuant to the internal audit plan for fiscal year (“FY”) 2016-17 for Prince William County, Virginia (“County” / “PWC”), approved by the Board of County Supervisors 
(‘BoCS”), we hereby present the internal audit of the Animal Shelter. We will be presenting this report to the Audit Committee of Prince William County at the next 
scheduled meeting on June 20, 2017. 
 
Our report is organized into the following sections: 
 

Executive Summary This provides a high-level overview and summary of the observations noted in our internal audit of the County’s 
Animal Shelter. 

Background This provides an overview of the Animal Shelter, as well as relevant background information. 

Objectives and Approach The internal audit objectives are expanded upon in this section as well as a review of our approach. 

Observations Matrix This section includes a description of the observations noted during our internal audit and recommended 
actions, as well as Management’s response including responsible party, and estimated completion date. 

Process Maps This section illustrates process maps, which identifies data flow, key control points and any identified gaps. 

 
We would like to thank the staff and all those involved in assisting our firm with this internal audit. 
 
Respectfully Submitted, 

 
 

Internal Auditors

RSM US LLP 
1861 International Drive 

Suite 400 
McLean, VA 22102 

O: 252.638.5154 F: 252.637.5383 
www.rsmus.com 
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EXECUTIVE SUMMARY 
 
 
 
 
 
 
 
 
 
 
 

 

Background 
The PWC Animal Shelter’s primary role is to house 
abandoned, homeless, lost or stray animals in the County. 
The shelter is administered by the Prince William County 
Police Department.  
 
Per the County website, the Animal Shelter “is a public, 
open-admission shelter that takes in any animal in need in 
Prince William County, including animals that are too 
aggressive, injured or sick to be rehabilitated or treated for 
adoption. The Shelter receives and cares for more than 
5,400 animals each year.” 
 
The primary objective of the Animal Shelter is to “provide for 
the basic needs of animals in our care until they are 
reclaimed by owners, placed in new homes, or placed with 
another organization for adoption. The Shelter administers 
temperament tests to cats and dogs before they are put up 
for adoption to determine the adoptability. If their test results 
are positive, the Shelter staff determines the appropriate 
environment for the animal.” 
 
The Animal Shelter must comply with the Virginia 
Department of Agriculture and Consumer Services 
(“VDACS”) regulations and the Prince William County, VA 
Code of Ordinances.  
 
The Animal Shelter consists of the three primary 
departments: 

• Administration and volunteers 
• Animal control / police department 
• Animal shelter operational management / staff 

 
Refer to the organizational chart on page 5 in the 
Background section of this report for further detail. 

Objective and Scope 
The objective of this internal audit was to evaluate the Animal Shelter’s compliance with applicable 
County regulations and operational compliance with policies and procedures.  This audit included 
reviewing, benchmarking and analyzing comparative data of the Animal Shelter as compared to other 
jurisdictions.  Services and scope of work focused on the following: 

• Gain an understanding of applicable regulations and determine the extent to which the 
Animal Shelter complies with the County regulations; 

• Determine that policies and procedures are effective, documented and in place and evaluate 
the extent to which the Animal Shelter complies; 

• Understand and assess training and required credentials for volunteers and staff; 
• Document and evaluate key operational processes, such as “animal take-in” process and 

identify opportunities for improvement; 
• Calculate and assess key performance indicators, such as “alive release rate,” for  

appropriateness and accuracy and benchmark against other jurisdictions; 
• Gain an understanding of the Animal Advisory Committee, including frequency of meetings, 

objectives and operational effectiveness; 
• Review and report public opinion; 
• Assess the budget allocated to the partnerships of the Animal Shelter for reasonableness; 
• Perform physical inspections and interviews to gain an understanding of the culture at the 

Animal Shelter; and 
• Assess whether records and documentation are sufficient to establish an audit trail for all 

transactions associated with all key processes, where applicable.  
 

Summary of Observation Ratings 
(See page 10 for risk rating definitions) 

 High Moderate Low 

Animal Shelter Internal Audit 4 3 - 

 

Overall Summary / Highlights 
The observations identified during our assessment are detailed within the pages that follow. We 
have assigned relative risk or value factors to each observation identified.  Risk ratings are the 
evaluation of the severity of the concern and the potential impact on the operations of each item. 
There are many areas of risk to consider in determining the relative risk rating of an observation, 
including financial, operational, and/or compliance, as well as public perception or ‘brand’ risk’. 

Fieldwork was performed April 2017 through May 2017 
 



 

                                                                                                                                    

3 

EXECUTIVE SUMMARY – CONTINUED 
Observations Summary 
There were seven (7) observations that were identified during this internal audit. Below includes a listing of the observations that were identified. Detailed observations 
are included in the observations matrix section of the report.  
 

Summary of Observations 

Observations Rating 

1. Policy Impacts on Shelter Statistics High 

2. Shelter Facility Shortfalls High 

3. Document Maintenance High 

4. ShelterPro Data Issues and Limitations High 

5. Animal Advisory Committee Moderate 

6. Public Opinion – Adopter Survey Results, Citizen Complaints, and Social Media Review Moderate 

7. Culture Moderate 
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BACKGROUND 
Animal Shelter Financial Overview 
The Animal Shelter has four main categories of revenue which include dog licenses, animal control fees, gifts and donations and other revenue from the 
Commonwealth as listed below. Per the “FY17 Adopted Animal Control Budget” the Animal Shelter has a budget of $2,138,293 and is operating at a net general tax 
supported loss of $1,788,217. Revenues from fees are designed to cover services; whereas, general fund support is relied on to cover salaries and benefits and 
other internal services costs. 

 
 
 
 
 
 
 
 
 
 

  
Expenses 
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BACKGROUND – CONTINUED 
Organizational Chart 

14807 Bristow Rd, Manassas, VA 20112 

http://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwivzpLByMfTAhUk6oMKHa5XBNkQjRwIBw&url=http://www.insidenova.com/headlines/animal-advocates-call-for-a-new-prince-william-animal-shelter/article_abb866d2-23e4-11e5-b1fd-431bc41a49c8.html&psig=AFQjCNE6Ol4vU2pJW4ySziQq4mDJ7jxJFA&ust=1493483156146090
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BACKGROUND – CONTINUED 
Animal Advisory Committee 
The Animal Advisory Committee’s (“AAC”) Bylaws were approved by the BoCS in March 2014. The purpose and mission of the AAC is “focusing on companion 
animal issues in PWC. The AAC provides advice to the Board of County Supervisors on improving policies, increasing community outreach, seeking outside grant 
funding for animal welfare initiatives, and supporting requests from Animal Control/Animal Services. The AAC may also make recommendations to the BoCS on 
programs, classes, and special events that will further assist PWC in providing the best possible animal welfare services to the community.”  
 
Per the Bylaws, “The Animal Advisory Committee shall be composed of thirteen (13) members appointed by the Prince William BoCS”, as follows: 

• A pet owner representing each magisterial district 
• A pet owner to be nominated by the Chairman of the BoCS  
• A veterinarian or veterinary technician 
• A member of the Prince William Society for the Prevention of Cruelty to Animals (“SPCA”) 
• A member from an animal rescue organization operating in the county 
• A county resident in the pet retail, boarding or grooming industry 
• A County police officer or employee of the Prince William County Animal Shelter, which police officer or employee will be nominated by the Chief of 

Police 
 

  

The PWC Animal Shelter’s "Help a Horse" Day 
celebrates the public-private partnerships that make 

horses' lives better in Prince William County 

https://www.google.com/imgres?imgurl=https://cdn-az.allevents.in/banners/8e9ecea0316bdfbd2519d90634705bb5&imgrefurl=https://allevents.in/manassas/pwspca-photo-booth-prince-william-county-animal-shelter-help-a-horse-day-2017/1677808742511796&docid=0LGaO-vwmNY4rM&tbnid=pcruzfJjU7fr0M:&vet=10ahUKEwjjoJ-hrM_TAhUD0oMKHVkdCo8QMwhuKD8wPw..i&w=720&h=676&bih=757&biw=1347&q=prince%20william%20county%20va%20animal%20shelter&ved=0ahUKEwjjoJ-hrM_TAhUD0oMKHVkdCo8QMwhuKD8wPw&iact=mrc&uact=8


 

                                                                                                                                    

7 

BACKGROUND – CONTINUED 
2016 Citizen Survey 
The PWC citizen survey was prepared in 2016 by ORC International, Inc. Below is the results of the citizen survey question related to animal control. 
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OBJECTIVES AND APPROACH 

Objectives 
The objective of our internal audit was to evaluate the Animal Shelter’s compliance with applicable county regulations and operational compliance with policies and 
procedures.  This audit included reviewing, benchmarking and analyzing comparative data of the Animal Shelter as compared to other jurisdictions.  Services and 
scope of work focused on the following: 

• Gain an understanding of applicable regulations and determine the extent to which the Animal Shelter complies with the County regulations; 
• Determine that policies and procedures are effective, documented and in place and evaluate the extent to which the Animal Shelter complies; 
• Understand and assess training and required credentials for volunteers and staff; 
• Document and evaluate key operational processes, such as “animal take-in” process and identify opportunities for improvement; 
• Calculate and assess key performance indicators, such as “alive release rate,” for  appropriateness and accuracy and benchmark against other jurisdictions; 
• Gain an understanding of the Animal Advisory Committee, including frequency of meetings, objectives and operational effectiveness; 
• Review and report public opinion; 
• Assess the budget allocated to the partnerships of the Animal Shelter for reasonableness; 
• Perform physical inspections and interviews to gain an understanding of the culture at the Animal Shelter; and 
• Assess whether records and documentation are sufficient to establish an audit trail for all transactions associated with all key processes, where applicable 
 

Approach 
Our audit approach consisted of the following three phases:   
 
Understanding of the Process 
The first phase of this cycle audit consisted primarily of inquiry, in an effort to obtain an understanding of the key personnel, risks, processes, and controls relevant 
to the objectives outlined above. The following procedures were completed as a part of this phase: 

• During the first phase of our approach, we met the appropriate Animal Shelter representatives to discuss the scope and objectives of the project, obtain 
preliminary data, and establish working arrangements;  

• In order to obtain an understanding of the process and identify related controls, we conducted a inquiries, obtained and reviewed detailed documentation 
and documented the process;  

• Researched key performance indicators and obtained applicable statistics, financial statements, and other documents deemed necessary; and  
• Reviewed the applicable regulations between the Animal Shelter and County and other laws/regulations. 

 
Evaluation of the Design and Effectiveness of Process and Controls 
The purpose of this phase was to conduct analysis and if necessary, appropriate testing, in order to validate that processes are operating as intended and data used 
in reporting was accurate. Below are brief descriptions of testing techniques utilized during the assessment:  

• Performed physical walkthrough of the facility and comparison to key VDACS regulations 
o Inspected for cleanliness  
o Inspected physical property and usage; i.e. how outdoor area(s) are utilized and whom is using those area(s) 
o Performed phone inquiries to assess interactions and timeliness of response 
o Gained an understanding of training provided to volunteers and staff 
o Interviewed staff and volunteers to gain insight into work culture 
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OBJECTIVES AND APPROACH – CONTINUED  
Approach – Continued  
 
Evaluation of the Design and Effectiveness of Process and Controls – continued  

• Sampled staff and volunteers and reviewed credentials of staff, documentation for completion of required training, onboarding and staff evaluation 
documentation; 

• Performed a walkthrough of the animal intake, adoption and euthanasia processes, documented in flowcharts, requested documentation and tested each 
control identified for selected samples; 

• Reviewed VDACS reporting and calculated alive release rate, save rate and euthanasia rates and compared to Fairfax and Loudoun County data; 
• Surveyed and interviewed AAC members for to understand operations and mission of the committee; 
• Reviewed social media outlets and surveyed adopters in order to understand the public opinion of the shelter; 
• Reviewed the shelter budget and held discussions to understand the partnerships with the Humane Society and their progress in creating an adoption center 

for the County; 
• Interviewed shelter staff to gain an understanding of the culture at the shelter.  

 
Reporting 
At the conclusion of this cycle audit, we summarized our findings into this report. We have reviewed the results with the appropriate persons in Management, and 
have incorporated Management’s response into report.  
 
Provided below is the observation risk rating definitions for the detailed observations starting on the following page.  
 

Observation Risk Rating Definitions 

Rating Explanation 

Low 
Observation presents a low risk (i.e., impact on financial statements, internal control environment, brand, 
or business operations) to the organization for the topic reviewed and/or is of low importance to business 
success/achievement of goals.  

Moderate 
Observation presents a moderate risk (i.e., impact on financial statements, internal control environment, 
brand, or business operations) to the organization for the topic reviewed and/or is of moderate importance 
to business success/achievement of goals. Action should be in the near term. 

High 
Observation presents a high risk (i.e., impact on financial statements, internal control environment, brand, 
or business operations) to the organization for the topic reviewed and/or is of high importance to business 
success/achievement of goals. Action should be taken immediately. 
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OBSERVATIONS MATRIX 
Observation 1. Policy Impacts on Shelter Statistics 

High All Virginia public animal shelters must provide data to the state for VDACS reporting on an annual basis. Below is a summary of the 
VDACS data from 2016 for Prince William County, Fairfax County, Loudoun County and the state of Virginia. The counties selected are 
the most comparable shelters within Northern Virginia and were agreed to as the benchmarking counties during our initial scoping session 
for the assessment. Three different metrics were calculated using this data, and were used to benchmark data amongst these counties. 
The calculation methods utilized were identified by the National Federation of Humane Societies Metrics and Measurement Committee. 

• Euthanasia Rate 
o Total animals euthanized / (Total Method of Disposition - on-hand January 1) 

• Live Release Rate 
o (Reclaimed by owner + adopted + Transferred to another VA Releasing Agency + Transferred to Out of State Releasing 

Agency) / (Total Method of Disposition - on hand December 31) 
• Save Rate 

o ((On-hand January 1 + Total Intake) – Euthanasia outcomes) / (On-hand January 1 + Total Intake) 
 

County Euthanasia Rate Euthanasia Rate 
*excluding cats Live Release Rate Save Rate 

Prince William County 20.59% 12.13% 77.82% 80.07% 

Loudoun County 13.47% 9.97% 85.58% 86.81% 
Fairfax County 8.54% 6.79% 90.93% 91.76% 
State of Virginia 25.65% 13.75% 73.16% 75.48% 

 
Through inquiry, we identified potential variables within the peer policies and procedures as it relates to animal services which may have 
impacted the statistics listed above. Below are a few examples of the variables identified: 
 

• PWC does not turn any animals away from the shelter for any reason.   
o Per VDACS reporting in 2016: PWC (population approximately 400,000) took in 3,814, Loudon (population over 380,000) 

took in 2,532, and Fairfax (population over 1.1million) took in 4,819.   
• PWC continues to take in stray cats while Fairfax County has stopped taking in stray cats.   

o Per VDACS reporting in 2016: PWC took in 784 stray cats, Loudon took in 427, and Fairfax took in 339.   
 

These differences in policy has a significant impact on the volume of animals and the types (health) of animals received impacting the 
Euthanasia, Live Release and Save Rates. 
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OBSERVATIONS MATRIX – CONTINUED 

Observation 1. Policy Impacts on Shelter Statistics - continued 
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OBSERVATIONS MATRIX – CONTINUED 
 

Observation 1. Policy Impacts on Shelter Statistics - continued 

Recommendation The County is in the beginning stages of making a considerable capital investment to build a new animal shelter for PWC.  Senior Leadership 
should consider the impact any changes to policies and procedures would have on the needs and volume requirements as noted above. 

Management’s 
Action Plan 

Response: Explore the possibility for a change to the intake policy for the shelter, particularly for stray or abandoned cats, that would allow 
us to and reduce the number of domestic animals on-hand at any given time, which has a direct impact on euthanasia, live release, and 
save rates. 

Responsible Party: Police Department Management 

Estimated Completion Date: Open ended 

 



 

                                                                                                                                    

13 

OBSERVATIONS MATRIX – CONTINUED 
 

Observation 2. Shelter Facility Shortfalls 

High Facility space observations 

Per our physical inspection and walkthrough of the facility and multiple discussions with several staff members, it was noted that a lack of 
space to adequately house the vast number of animals taken in to the shelter is apparent.  

Overcrowded kennels: Multiple dogs are kept in one kennel, sometimes leading to fights or other aggressive behavior displayed towards 
their fellow kennel mates or animal care takers. In some cases this aggressive behavior can lead to the animal being euthanized.  

Birds in general usage room: We also observed that birds are kept in a temporary building which also houses the shelter's laundry room, 
temperature controlled chemicals (which may be or may not be toxic), cleaning supplies, and a break room for the employees and 
volunteers. This is not conducive to the health and well-being of both the animals and staff that share this small space. These observations 
are inconsistent with the following VDAC regulations:  

• 2VAC5-111-20 general provisions regulation states that “each facility shall be kept in a clean, dry, and sanitary condition and 
shall provide enclosures that can safely house and allow for adequate separation of animals of different species, sexes, ages, and 
temperaments. Animals shall be maintained in a manner that protects them against theft, injury, escape, and exposure to harmful 
substances.” Additionally, “each facility shall ensure that all enclosures provide adequate shelter that is properly ventilated and 
that can be maintained at a comfortable temperature for the animals confined therein. An enclosure shall not be cleaned when 
occupied by an animal unless the animal can be further confined in a portion of the enclosure that precludes exposure to any 
cleaning agent including water and shall be thoroughly dry before the enclosure is returned to use. A disinfectant or germicidal 
agent shall be used when cleaning an enclosure.” 

Isolation room for dogs: There is no proper isolation room for dogs. When a dog/s need to be isolated, due to behavior or illness i.e. 
contraction of contagious disease, they are placed in the isolation area located in the cats isolation room with just one crate allocated for 
dogs, which is not adequate. This is inconsistent with following VDAC regulation: 

• 2VAC5-111-30 (1) provision of veterinary treatment regulation states that “each facility shall engage a licensed veterinarian to 
develop or ratify a protocol for the control of infectious and contagious disease and shall adhere to such protocol. Each facility 
shall provide a marked isolation room for the confinement of animals suffering from a contagious or infectious disease.” 

Room for newborn/medically compromised animals: There is no specified area for newborns and medically compromised animals, 
specifically cats. They are maintained in separate crates in the same room as adults. This is inconsistent with the following VDAC 
regulation: 

• 2VAC5-111-30 (2) provision of veterinary treatment regulation states that “each facility shall engage a licensed veterinarian to 
develop or ratify a protocol for the management of neonatal (just born) and medically compromised animals and shall adhere to 
such protocol. Enclosures shall be maintained that can properly and safely house such animals.” 
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OBSERVATIONS MATRIX – CONTINUED 
Observation 2. Shelter Facility Shortfalls - continued 

High Per the 2017 VDACS Inspection Report, there were no significant findings identified related to any of the VDACS provisions listed above.  

Capacity Analysis 

Below is an analysis of the animal shelter capacity over a 15 month period from 1/1/2016 – 3/31/17, using data from the FY16 and FY17 
“Shelter Capacity Report”. As evident in the chart, cats most routinely exceed capacity at the PWC Animal Shelter. 

 

 

 

 

 

 

 

 

 

As result of the items listed above, it is evident that the PWC Animal Shelter lacks appropriate space for segregation of work functions, 
storage and public access.  The facility does not appear to be adequate to meet the needs of the public, employees, and the animals. This 
may have an impact on adoption and euthanasia rates, safety, cleanliness and ultimately employee morale and turnover.   

Other facility observations 

The following are general observations related the physical aspects of the PWC Animal Shelter, as a result of our walkthrough and 
inspection of the facility. 

Lack of space for staff operations: During our on-site visits, we worked in a conference room in a trailer, outside the primary shelter 
structure, where the Animal Controller Officers (ACOs) also work. This room also acts as a break room for the ACOs, storage room for files 
and is the only conference room available for group meetings and interviews. With various meetings, interviews, and other activities required 
as part of standard operations, it is evident that there is a need for increased space and workstations for staff. A lack of adequate space for 
staff members may impact day-to-day productivity and overall performance of the shelter. 

Physical clutter: It is apparent that there is a lack of adequate storage space/areas. For example, there are many animal crates sitting 
outside the shelter in elements susceptible to rain, sleet, snow, and any other form of bad weather. These crates can potentially become 
damp and accumulate unhealthy mold or dust, not conducive to the health of the animals, and/or be destroyed due to the bad weather. 
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OBSERVATIONS MATRIX – CONTINUED 
Observation 2. Shelter Facility Shortfalls - continued 

High The following are specific items related to the facility maintenance that were noted during our physical walkthrough. 

Exposed HVAC System: The system was newly installed at the time of our visit, however, was not properly covered in all areas of the 
shelter. Particularly, a room that housed several cats, rabbits, and gerbils did not have adequate covering. Lack of proper coverage of an 
HVAC system may pose a risk to the health of animals due to the possibility of it gathering and holding diseases and dirt. Per the Police 
Captain, boxing in and closing off the HVAC system is currently in process as of June 2016. 

Unsecure outdoor enclosures: The chicken coup and the barn have not been suitably maintained 
or updated for an extended period of time. They are not properly secured, therefore, livestock 
animals may be at risk of escaping. The material they've used on these enclosures has turned a 
brown, rustic color, is visibly old, and is falling apart. Per inquiry with shelter staff, it was admitted 
that there have been many instances of animals escaping, particularly from the chicken coup. 

Old fencing: Upon walkthrough of the perimeter of the dog park, it was evident that the fence is 
old, rusty, and loose. We saw that the posts are coming out off the ground and that the fence isn't 
properly secured to the main posts. See picture to the right. 

Adoptable cats’ area: As of our inspection, wooden cages that are not impervious to moisture, 
were used to house cats that were ready for adoption. However, per inquiry, it was stated that the 
BoCS had approved the proposal to purchase new cages that were made with particle board core 
(“PBC”) doors; a more suitable material that will be impervious to moisture. The current lack of 
proper cat cages is in violation of the VDAC regulation: 

• 2VAC5-111-40 housing of animals subject to a holding period regulation states that “an enclosure or portion thereof used to 
house an animal subject to a holding period that is part of the structural integrity of the building shall have a surface material that is 
durable, nonporous (smooth), impervious to moisture, and able to be thoroughly cleaned and disinfected.” 

Outdoor sally port: a sally port is intended to serve as a protected areas for the transfer of animals to and from the shelter. The PWC 
Animal Shelter sally port is not enclosed. Lack of secured sally port may pose a risk of animals escaping during their transfer from the 
vehicle into the shelter or vise-versa. Additionally, the cleaning supplies and the hose used to clean animals for intake is maintained outside 
in sally port, which is not ideal for cleaning the cages and transport vehicles, especially in winter conditions. 
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OBSERVATIONS MATRIX – CONTINUED 

Observation 2. Shelter Facility Shortfalls - continued 

Recommendation It is understood that there have been proposals developed with the goal of building a new animal shelter for PWC. If approved, it is expected 
that the new facility would address the capacity issues identified above. During the interim, shelter staff should make improvements to the 
best of their ability; including removing animals from rooms where chemicals are maintained, identify an area for a separate dog and 
newborn/ medically compromised animal isolation room, etc. 

Management’s 
Action Plan 

Response:  

• Endorsement of a new shelter that provides adequate space to meet the needs of Prince William County. 
• Explore the possibility a change to the intake policy for the shelter that would allow us to improve housing conditions and reduce 

the number of domestic animals on-hand at any given time. 
• In the interim, staff will continue to utilize existing spaces to meet the needs and remain in compliance with all VADACS 

requirements 
• Staff has been working with Buildings and Grounds to reduce the number of pending work orders at the Animal Shelter that have 

increased due to competing demands for services and the HVAC project.  This includes regular discussions with supervisors to 
develop a work plan on how best to address the concerns in priority based on available resources. 

• Utilizing donations from the Edna Hara Trust, which is designated for the sole use of promoting cat welfare, new cat housing units, 
have been ordered.  It is anticipated that they will arrive and be installed in August 2017. 

Responsible Party: Animal Shelter Staff and Buildings and Grounds 

Estimated Completion Date: Ongoing 
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OBSERVATIONS MATRIX – CONTINUED 
Observation 3. Document Maintenance 

High Through walkthrough and inspection, it was determined that there is insufficient space for proper storage of physical files at the animal 
shelter. As mentioned throughout the report, the animal sheltered is lacking in space and is more cluttered than ideal. Below is an overview 
of the document maintenance at the shelter.  

Current year documentation: is maintained in drawers near the entrance of the main building. 

Prior year documentation: is maintained indoors in drawers in a temporary building separate from the main shelter. 

Older documentation: Other documentation, still within the Counties five year documentation maintenance requirement, is maintained in 
a shed. The shed does not adequately protect the documentation as it is not temperature controlled, and may not be properly secured to 
protect the documentation from rodents, evidenced by the number of rodent traps located within its vicinity. 

A lack of a proper filing system including a centralized area for file storage, may lead to pertinent documents being misplaced, destroyed 
or lost. Also, the inefficiency resulting from not being able to quickly locate files when needed, due to their multiple locations, can have a 
negative impact on team morale and work productivity. 

 

Recommendation It is recommended that a central location within the primary facility be utilized to maintain and file all animal records and other pertinent 
records within the past five years. Alternatively, files that are more than one year old may be securely transported to the county’s records 
office. Additionally, it is recommended that in the near future, the Animal Shelter consider filing all documentation electronically for 
consistency, adequate safeguarding and efficiency in review and retrieval. 

Management’s 
Action Plan 

Response:  

• Shelter staff has begun sending older records to County Warehouse for storage. 
• As part of the County’s Technology Improvement Plan, and the Police Department’s upgraded Records Management System 

implementation, is the replacement of the ShelterPro software application with a module in Premier One, which is already funded.  
The project will address current deficiencies and will provide a seamless interface to other existing information systems providing 
timely and accurate information to the Animal Shelter. 

Responsible Party: Police Department and Animal Shelter Staff 

Estimated Completion Date: Ongoing 
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OBSERVATIONS MATRIX - CONTINUED 
Observation 4. ShelterPro Data Issues and Limitations 

High ShelterPro is the system of record used to maintain the animal records for adoptions, redemptions, transfers, rescues, and euthanasia 
information. Various issues were identified with ShelterPro and its usability. 

Reconciliation to regulatory reporting: Currently, the animal shelter staff are unable to run reports from ShelterPro to include the exact 
data that is utilized in VDACS reporting. Through review of the 2016 VDACS report and reconciliation to reports from ShelterPro, it was 
determined that the data included in ShelterPro is not complete / accurate, and therefore, cannot be solely utilized for VDACS reporting. 
Below are discrepancies identified when comparing 2016 data from ShelterPro the 2016 VDACS report. 

 
Through discussions with the shelter Manager, data discrepancies exist for several reasons, including, the Animal Control Officer (“ACO”) 
computers do not interface with ShelterPro, requiring the ACO to manually log animal intake entries when in the field and must re-enter the 
information into ShelterPro once back at the shelter. Additionally, ACO’s do not consistently follow the process to accurately disposition 
animals that physically leave the shelter in ShelterPro in a timely manner. As a result of the discrepancies, it takes an estimated 6 hours to 
review compiled data from ShelterPro with data in manual spreadsheets to calculate the data required for VDACS reporting.  

Additional system limitations identified:  
• Systems inability to adequately track lost and found reports, resulting in increased manual efforts required for searching the shelter 

for lost animals. Staff limitations and unnecessary manual processes may adversely affect the time that animals are reunited with 
owners. 

• Systems inability to run certain ad hoc reports for specific needs, for example, for adopter addresses for the purposes of citizen 
outreach. 

 

Recommendation We understand that the County has budgeted for a new facility and as part of the process it is recommended that the County consider the 
following: 

• Cleanse all data in ShelterPro to reflect only accurate and current information. Additionally, work with ShelterPro developers to 
identify ways to create and run reports with accurate data that may be easily utilized in preparing regulatory reporting, such as the 
VDACS report. Additionally, implement additional training and review processes for the ACO’s that would require them to accurately 
enter animal intake and disposition information into ShelterPro on a consistent basis.  
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OBSERVATIONS MATRIX – CONTINUED 
Observation 4. ShelterPro Data Issues and Limitations – continued 

Recommendation • Adopt and / or develop a new system with all of the capabilities and reporting tools needed to effectively manage the animal intake 
and disposition processes, manage the animal lost and found records electronically, interface with the ACO computers and generate 
reports that require no manual manipulation and fulfill all regulatory reporting requirements. 

Management’s 
Action Plan 

Response:  

• As part of the County’s Technology Improvement Plan, and the Police Department’s upgraded Records Management System 
implementation, is the replacement of the ShelterPro software application with a module in Premier One, which is already funded.  
The project will address current deficiencies and will provide a seamless interface to other existing information systems providing 
timely and accurate information to the Animal Shelter. 

• In the interim staff will work with the ShelterPro vendor to provide additional training to ensure the application is being used to fullest 
extent possible and providing the reports to meet our needs. 

• Staff will also work towards cleansing the data to ensure accuracy for future reporting. 

Responsible Party: Police Department and Animal Shelter Management 

Estimated Completion Date:  Ongoing 
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OBSERVATIONS MATRIX – CONTINUED 
Observation 5. Animal Advisory Committee  

Moderate 1. AAC Survey: Refer to Appendix A for detailed information results related to the survey provided to the AAC members.  

It was noted that the responses to each question varied widely, evidencing that the members have different perceptions on the operations 
and mission of the committee. Below are key takeaways based on the results of the surveys: 

• Question #1: 62.5% of members either disagree or strongly disagree that the AAC’s missions is well-understood and supported 
by the committee.  

• Question #3: 62.5% disagree or strongly disagree that the committee evaluates its performance on regular basis by comparing 
to the stated mission. 

• Question #4: 50% disagree or strongly disagree that committee operates under a set of policies and procedures familiar to all 
members. 

• Question #9: 50% disagree or strongly disagree that the committee actively engages in discussions around significant issues. 
• Question #13: 50% disagree or strongly disagree that committee meetings are well attended, with near full turnout at each 

meeting. 
2. Results of discussions with AAC members 

In order to gain a comprehensive understanding of the committee, including the committees’ relationship with the shelter and any areas 
of contention and/or opportunities to enhance the relationship, we judgmentally selected five of the ten (active) committee members 
for a detailed discussion. Below are consistent themes identified throughout those discussions: 
a) Lack of tangible goals achieved: There has been no evidence of tangible goals achieved by the committee since inception of 

the committee. The most notable, and from our understanding the only notable project that was conducted successfully, was an 
establishment of a tethering ordinance, brought to the County Police Department and Police Captain. The tethering ordinance is 
currently going through the County review and approval process. 

b) Conflicts of interest amongst AAC members: Members have brought in their personal grievances and have focused on those 
rather than the mission and purpose of the committee. Members of the committee seem to have independent and potentially 
conflicting goals, particularly due to the nature of their backgrounds. The current members include county staff, volunteers, SPCA 
members, humane society members and a Police Captain. As this was intended to be a volunteer organization, it is evident that 
the conflicts in personal agendas has resulted in noticeable conflict during committee meetings which may have adversely affected 
committee performance.  
 
For example, through inquiry, it was determined that eight AAC members have operated on the Board of the Humane Society in 
the past four years. Per AAC bylaws, Article 10 section A: AAC members may not utilize their role on the AAC to promote their 
own interests, organizations or businesses. However, in 2016, the Humane Society received $94k of funding from the County for 
an off-site adoption center.  
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OBSERVATIONS MATRIX – CONTINUED 
Observation 5. Animal Advisory Committee - continued  

Moderate c) Operating ineffectiveness from AAC contention with Shelter staff: There is a noted contention between the members of the 
committee and the shelter staff. There is a disagreement as to whether the AAC should play a role in shelter operations or should 
adhere to their primary mission of community outreach and seeking grant funding. This contention is likely part of the root cause 
for the limited accomplishments of the committee. 
 

3. Animal Advisory Committee Members Fulfillment 
Through review of the AAC bylaws, it was determined that “the Animal Advisory Committee shall be composed of thirteen (13) members 
appointed by the Prince William BoCS.” As of May 2017, there were 3 vacancies identified; an officer position of secretary, a veterinarian 
technician member and a pet retail/ boarding/ grooming member.  
Additionally, through discussion with various AAC members, it was determined that there was a tie in the voting for the AAC Chair and 
Vice Chair in March 2017. The vote was not resolved until the following meeting in April 2017. 

 

Recommendation We recommend that: 

• The AAC bylaws should be revisited and assessed to determine if changes are required in order to limit the perception of conflict 
of interest between the AAC and other organizations; such as the Humane Society. Additionally, the requirements for the 
composition of the AAC should be re-assessed, in order to determine the most ideal make-up for achieving tangible goals. 

• The newly elected officers make every effort to reinforce the mission and duties of the committee to its members and the shelter 
staff. The officers should develop a methodology to meet with shelter staff on a periodic basis in order to understand all shelter 
highlights and issues and to identify opportunities for the AAC to engage. The consistent communications should be summarized 
for reporting during monthly AAC meetings and shall be utilized to develop rapport amongst the groups to help facilitate positive 
change.  Increased communication and reduced confusion on the objectives and purpose of the committee will allow the committee 
to develop actionable goals related to the mission for which it was founded. 

• The Chair and Vice Chair of the Animal Advisory Committee should be make every reasonable effort to ensure that the committee 
is composed of 13 members and that each member is involved in all key decisions and votes. 

• The AAC regularly communicate with the BoCS and County executives on key performance indicators and statistics.  

Management’s 
Action Plan 

Response:  

• It is recommended that the County look to review the purpose, structure, by-law review, and need for the committee. 
• In the interim, Police Department Command Staff will meet with the Animal Advisory Committee to address some of the 

shortcomings identified in this report and how best we can work together in the promotion of animal welfare in Prince William 
County and reduce conflict among the members, which is causing dysfunction.  

Responsible Party: Police Department Management and Animal Advisory Committee 

Estimated Completion Date: Open ended 
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OBSERVATIONS MATRIX – CONTINUED 
Observation 6. Public Opinion – Adopter Survey Results, Citizen Complaints, and Social Media Review 

Moderate Adopter survey results 

Refer to Appendix B for detailed information results related to the survey provided to a sample of adopters. 

Citizen complaints  

Although there is a formal process in place to document and remediate citizen complaints with the Police Department and the Animal 
Control function, there is no consistent process utilized by the Animal Shelter staff.  

Social Media Review 

As part of our review on public opinion of the animal shelter and customer experience, we analyzed various social media platforms such 
as Facebook, Twitter, and Yelp. Listed below are some of the common themes that we identified across the various platforms: 

• Call response times on the weekends is very poor 
• False information being provided to the public about animals; with perceived rationale of increasing adoption 
• Complaints about the shelter's cleanliness 
• The shelter is noticeably understaffed 

Negative feedback can impact employee morale. This can also effect the adoption rates, as potential adopters may be turned off by 
reviews and comments made online. 

 

Recommendation Citizen complaints 

It is recommended that the Animal Shelter staff be trained and utilize the formal citizen complaint process in place with the Police 
Department to track and remediate all complaints received via phone call, email, in person, or social media. Incorporating a formal 
complaint tracking process will allow shelter management to easily identify common complaint areas and enable the team to educate and 
train staff members more adequately in order to prevent similar complaints in the future.  

Social Media Review 

It is recommended that Animal Shelter management perform customer service training to all employees on an annual basis and as part of 
the employee onboarding process. The training should include general best practices in customer service, including ensuring that a staff 
member is available to answer customer calls at all times, that only accurate information is provided to customers, that employees shall 
make every effort possible to make all common areas within the shelter clean. 

Additionally, a dedicated individual responsible for managing all administrative front desk operations should be considered as this would 
afford animal caretakers additional time to both more effectively care for animals, and to maintain and clean the facility.  
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OBSERVATIONS MATRIX – CONTINUED 
 

Observation 6. Public Opinion – Adopter Survey Results, Citizen Complaints, and Social Media Review – continued  

Management’s 
Action Plan 

Response:  

• Endorsement of a new shelter that provides adequate space to meet the needs of Prince William County and improve the working 
conditions for employees.  The improved environment can lead to increased morale and positive customer interactions. 

• The Police Department is conducting a review of all civilian positions to ensure they are assigned to meet the needs of the agency.  
Included in this review is the need for a designated staff member at the Animal Shelter to handle social media and community 
outreach. 

• Importance of positive customer service encounters is re-enforced with staff on a continual basis and shelter supervisors have 
been encouraged to provide support and offer training to staff. 

Responsible Party: Police Department Management and Shelter Management 

Estimated Completion Date:  Ongoing 
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OBSERVATIONS MATRIX – CONTINUED 
Observation 7. Culture 

Moderate In order to better understand the culture at the animal shelter, we judgmentally selected a sample of five employees to interview ranging 
from newly hired Animal Specialists to veteran Animal Control Officers.  We noted ‘lack of space’ as a reoccurring theme.  As noted 
within, there isn't adequate space to properly house all the animals the shelter takes in on a continuous basis. When the shelter is 
overflowed they’ve had to use plastic kennels to house cats and stack them on top of each other, something notably not conducive for 
the animals' health and well-being. Also mentioned and evident during our duration onsite, is a lack of separate space for staff to hold 
meetings and have personal space to eat and socialize.  (See Observation #2)   Another theme discussed was ‘inadequate staffing and 
high employee turnover’.  For several years smaller teams have led to longer work hours and a decrease in necessary administrative 
work being performed as employees are needed in the field.  It was also noted that new hires weren't given many days of formal or 
hands-on ‘training’, averaging about 4-5 days, before they were placed in their roles to begin fulfilling their responsibilities. They were 
then expected to learn on the job as they went along, asking for assistance when needed.  These factors coupled with negative social 
media feedback (Observation #6) and a manual ineffective system (Observations #3 and #4) has taken its toll on the culture and 
employee morale. 

As a part of our culture review, we also made 10 anonymous calls to the shelter to determine the staff's overall friendliness and knowledge 
when speaking to customers. The staff member that answered the calls were friendly, very knowledgeable and patient. We asked about 
the euthanasia process as well as training for dogs. We noted that the frequently asked adoption questions, such as adoption fees, and 
required documents were clearly stated on the voice prompt when we called the shelter. 

 

Recommendation As mentioned as part of the recommendation in observation #2, it is understood that there have been proposals developed with the goal 
of building a new animal shelter for PWC. If approved, we recommend taking capacity issues noted throughout this report into 
consideration.  Staffing and Training should be addressed by senior leadership with an emphasis on customer service and as noted in 
Observation #6 restructuring of the staffing model to have a dedicated individual responsible for managing all administrative front desk 
operations.  This may allow more time for employees to perform animal care activities and improve morale.  As noted in Observation #6 
resources should be allocated for a social media campaign to improve the public perception of the Shelter. 

Management’s 
Action Plan 

Response:  

• Endorsement of a new shelter that provides adequate space to meet the needs of Prince William County and improve the 
working conditions for employees.  The improved environment can lead to increased morale and improved culture. 

• A review of training for all positions has been initiated to ensure it is in accordance with standards. 
• The Police Department is conducting a review of all civilian positions to ensure they are assigned to meet the needs of the 

agency.  Included in this review is the need for a designated staff member at the Animal Shelter to handle social media and 
community outreach. 

Responsible Party: Animal Shelter Management 

Estimated Completion Date:  Ongoing 
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PROCESS MAPS 

 

Prince William County  - Animal Shelter: Animal Take-in Process
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Controls:
AS.1: An employee assigns a SAR #,  Tag #, and Shelter Pro # to each animal processed for intake. 
AS.2:: Each animal has a generated sheltered Animal Record maintained in accordance with the Virginia 
Department of Agriculture and Consumer Services (VDACS) 
AS.3: If the animal is a stray, a search of the lost report files is performed and evidenced on the Sheltered 
Animals' Record.

Notes:

1.  Tags are assigned in the following manner:
- Black tags for cats/critters/others
- Blue tags for released dogs
- Green tags for stray dogs with no ID 
- Red tags for dogs with chip, tag, or known owner

2. SAR- Sheltered Animal record (SAR)- Each year on January first it begins with the number 1. 

3.  Animal information entered: condition of the animal, species, reason for intake, etc.

4. In accordance with VDAC regulations, animals are required to be held for a period of 5 days after the 
intake date prior to adoption to a potential adopter  or rescue center.

5. Shelter Pro- a database system used to house the animal’s records including but not limited to, adoptions, 
redemptions, transfers, rescues, and euthanasia information.

Legend:
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PROCESS MAPS – CONTINUED 

 
 

Prince William County  - Animal Shelter: Adoption Process
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Notes:

1. The results of the Behavioral and/or Medical evaluations are provided to an Animal Care  Supervisor for review. 

2. Shelter Pro is a database system of record used to house the animal’s records including but not limited to, adoptions, 
redemptions, transfers, rescues, and euthanasia information. 

3.  Animals selected for adoption must be healthy, vaccinated, microchipped and spayed or neutered.

4. potential Adopters are placed in an environment with the animal so that they can meet and interact prior to the 
adoption.Legend:
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Controls:
AS.1: In accordance with VDAC regulations, stray animals are held for a period of 5 days after the intake date 
prior to adoption to a potential adopter or rescue center.
AS.2: Animals are reviewed as verification that the animal was not included on the reports, prior to adoption. 
AS.3: A medical and/or a behavioral evaluation is completed prior to each animals' adoption.
AS.4:  The adoption contract is signed by the future pet owner and the a current PWC employee (witness) 
including a statement specifying that he/she has never been convicted of animal cruelty, neglect, or 
abandonment.
AS.5: Shelter Pro is accurately updated with the animals adoption status in a timely manner. 
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PROCESS MAPS – CONTINUED 

 

Prince William County  - Animal Shelter: Euthanasia 
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Controls:
AS.1: A completed and approved medical and/or behavioral evaluation is performed by the Veterinarian and Animal Shelter staff prior 
to euthanasia.
AS.2: The Sheltered Animal Record has documented the animals’ reason for euthanization and is signed and approved by an Animal 
Shelter staff member.
AS.3: Two members of the Euthanasia Management Team (EMT) sign-off on euthanasia prior to performing euthanasia.
AS:4: The staff that performs the euthanasia has the proper training and up to date credentials to perform the procedure.
AS.5; Upon euthanization, the animals’ disposition is appropriately documented in Shelter Pro and on the Sheltered Animals Record 
(SAR)

Notes:

1. Pre-euthanasia Checklist:
-  Pull files for any animals recommended for euthanasia.
- Check against lost reports on file.
- Check animal’s record to ensure there are no notations concerning potential adopters, police property holds or 
possible owner contacts or information.
- Give the files to an Animal Care Supervisor for review with the EMT.

2. Two members of the Euthanasia Management Team review euthanasia decisions as needed. When there 
are conflicts about a euthanasia decision, a third or subsequent EMT member will review the case and make a 
final decision.

3. Shelter Pro is a database system of record used to house the animal’s records including but not limited to, 
adoptions, redemptions, transfers, rescues, and euthanasia information. 
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APPENDIX A 
Animal Advisory Committee Overview & Questions 
During our review of the Animal Advisory 
Committee (“AAC”), with an objective of gaining 
an understanding of the committee and 
perceptions on operating effectiveness, we 
prepared a survey to all current AAC officers and 
members (11). The survey was conducted 
through an online application and all answers 
received were given anonymously.  Note: we 
received responses from 8 / 11 of the members 
surveyed.  
 
Through this survey we were able to understand 
perception of the committee from each of its 
members. The following areas were touched 
upon during the survey to include: 
 

• Committee activity 
• Mission and purpose 
• Governance partnership/membership 
• Committee organization 
• Committee meetings 
• Committee membership 

                                                         
To the right are the questions that were 
submitted to the Animal Advisory Committee 
members in the survey that was conducted. The 
response rankings are listed below. 
 

Response Rankings 
1. Strongly Disagree 
2. Disagree 
3. Neutral 
4. Agree 
5. Strongly Agree 

 
 

A. Committee Activity 
1. The committee operates under a set of policies, procedures, and guidelines with which all members are 

familiar. 
2. Each committee member is involved and has a valuable impact on the committee. 
3. Nomination and appointment of committee members follow clearly established procedures using known 

criteria. 
4. Newly elected committee members receive adequate orientation to their role and what is expected of them. 
5. The committee follows its policy that defines term limits for committee officers. 
6. The committee actively engages in discussion around significant issues. 

 
B. Mission and Purpose 

1. Statements of the organization’s mission are well-understood and supported by the committee. 
2. Committee meeting presentations and discussions consistently reference the organization’s mission 

statement. 
3. The committee evaluates the organization’s performance on a regular basis by comparing the stated mission 

to actual operational achievements. 
 
C. Governance Partnership/ Membership 

1. The committee periodically reviews, and is familiar with, the organization’s partnerships. 
2. The committee reviews its own performance and measures its own effectiveness in governance work. 

 
D. Committee Organization 

1. Information provided by staff is adequate to ensure effective committee governance and decision-making. 
2. All committees have adequate agendas and minutes for each meeting. 

 
E. Committee Meetings 

1. Committee meetings are frequent enough to ensure effective governance. 
2. Committee meetings are long enough to accomplish the objectives. 
3. Committee members fully and positively participate in discussions. 
4. Committee meetings are well attended, with near full turnout at each meeting. 
5. Each committee meeting includes an opportunity for learning about the organization’s activities. 
6. The committee officers effectively and appropriately leads and facilitates the committee meetings and the 

policy and governance work of the committee. 
7. Committee members receive meeting agendas and supporting materials in time for adequate advance 

review. 
 
F. Committee Membership 

1. The committee size is adequate to effectively govern the organization. 
2. The committee has a range of talents, experience, and knowledge to accomplish its role. 
3. The committee makeup is diverse with experience, skills, ethnicity, gender, denomination, and age group. 
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APPENDIX A – CONTINUED 
Animal Advisory Committee Survey Results  

Q1: STATEMENTS OF THE ORGANIZATION’S 
MISSION ARE WELL-UNDERSTOOD AND 
SUPPORTED BY THE COMMITTEE. 

Q2: COMMITTEE MEETING PRESENTATIONS 
AND DISCUSSIONS CONSISTENTLY 
REFERENCE THE ORGANIZATION’S MISSION 
STATEMENT. 

Q3: THE COMMITTEE EVALUATES THE 
ORGANIZATION’S PERFORMANCE ON A REGULAR 
BASIS BY COMPARING THE STATED MISSION TO 
ACTUAL OPERATIONAL ACHIEVEMENTS. 
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APPENDIX A – CONTINUED 
Animal Advisory Committee Survey Results - continued 

Q4: THE COMMITTEE OPERATES UNDER A SET 
OF POLICIES, PROCEDURES, AND GUIDELINES 
WITH WHICH ALL MEMBERS ARE FAMILIAR. 

Q5: EACH COMMITTEE MEMBER IS INVOLVED 
AND HAS A VALUABLE IMPACT ON THE 
COMMITTEE. 

Q6: NOMINATION AND APPOINTMENT OF 
COMMITTEE MEMBERS FOLLOW CLEARLY 
ESTABLISHED PROCEDURES USING KNOWN 
CRITERIA. 
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APPENDIX A – CONTINUED 
Animal Advisory Committee Survey Results - continued 

Q7: NEWLY ELECTED COMMITTEE MEMBERS 
RECEIVE ADEQUATE ORIENTATION TO THEIR 
ROLE AND WHAT IS EXPECTED OF THEM. 

Q8: THE COMMITTEE FOLLOWS ITS POLICY 
THAT DEFINES TERM LIMITS FOR COMMITTEE 
OFFICERS. 

Q9: THE COMMITTEE ACTIVELY ENGAGES IN 
DISCUSSION AROUND SIGNIFICANT ISSUES. 
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APPENDIX A – CONTINUED 
Animal Advisory Committee Survey Results - continued 

Q10: COMMITTEE MEETINGS ARE FREQUENT 
ENOUGH TO ENSURE EFFECTIVE 
GOVERNANCE. 

Q11: COMMITTEE MEETINGS ARE LONG 
ENOUGH TO ACCOMPLISH THE OBJECTIVES. 

Q12: COMMITTEE MEMBERS FULLY AND 
POSITIVELY PARTICIPATE IN DISCUSSIONS. 
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APPENDIX A – CONTINUED 
Animal Advisory Committee Survey Results - continued 

Q13: COMMITTEE MEETINGS ARE WELL 
ATTENDED, WITH NEAR FULL TURNOUT AT 
EACH MEETING. 

Q14: EACH COMMITTEE MEETING INCLUDES 
AN OPPORTUNITY FOR LEARNING ABOUT THE 
ORGANIZATION’S ACTIVITIES. 

Q15: THE COMMITTEE OFFICERS EFFECTIVELY 
AND APPROPRIATELY LEADS AND FACILITATES 
THE COMMITTEE MEETINGS AND THE POLICY 
AND GOVERNANCE WORK OF THE COMMITTEE. 
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APPENDIX A – CONTINUED 
Animal Advisory Committee Survey Results - continued 

Q16: COMMITTEE MEMBERS RECEIVE 
MEETING AGENDAS AND SUPPORTING 
MATERIALS IN TIME FOR ADEQUATE ADVANCE 
REVIEW. 

Q17: THE COMMITTEE SIZE IS ADEQUATE TO 
EFFECTIVELY GOVERN THE ORGANIZATION. 

Q18: THE COMMITTEE HAS A RANGE OF 
TALENTS, EXPERIENCE, AND KNOWLEDGE TO 
ACCOMPLISH ITS ROLE. 
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APPENDIX A – CONTINUED 
Animal Advisory Committee Survey Results - continued 

Q19: THE COMMITTEE MAKEUP IS DIVERSE 
WITH EXPERIENCE, SKILLS, ETHNICITY, 
GENDER, DENOMINATION, AND AGE GROUP. 

Q20: INFORMATION PROVIDED BY STAFF IS 
ADEQUATE TO ENSURE EFFECTIVE 
COMMITTEE GOVERNANCE AND DECISION-
MAKING. 

Q21: ALL COMMITTEES HAVE ADEQUATE 
AGENDAS AND MINUTES FOR EACH MEETING. 
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APPENDIX A – CONTINUED 
Animal Advisory Committee Survey Results - continued 

Q22: THE COMMITTEE PERIODICALLY 
REVIEWS, AND IS FAMILIAR WITH, THE 
ORGANIZATION’S PARTNERSHIPS. 

Q23: THE COMMITTEE REVIEWS ITS OWN 
PERFORMANCE AND MEASURES ITS OWN 
EFFECTIVENESS IN GOVERNANCE WORK. 
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APPENDIX B 
Adopter Survey Overview and Questions 
During our review of the PWC Animal Shelter, with an objective of gaining an understanding of the shelter’s customer experience and public opinion, we prepared a 
survey for a sample of 60 customers that had adopted an animal within a year of our assessment and received 10 responses. The survey was conducted through 
an online application and all answers received were given anonymously.  
 
The following are the questions that were submitted to the adopters in the survey that was conducted: 
 

 
 
 
  

1. If you visited/contacted the shelter to adopt a particular animal, how 
did you first hear about that animal? 

2. What is your overall impression of PWC Animal Shelter based on 
this visit or contact? 

3. Please tell us your overall impression of the Animal Shelter in each 
area. See image to the right for additional details. 

4. How long did it take for staff or volunteers to assist you? 

5. How satisfied were you with the length of time it took for you to go 
through their adoption process and take your pet home? 

6. At the time of adoption, do you feel the shelter did their best to 
prepare you for pet ownership with useful information on such things 
as feeding and caring for a pet? 

7. What suggestions do you have to improve the public's opinion of our 
shelter, if anything? 

8. Would you recommend PWC Animal Shelter to friends and family 
who are interested in adopting a pet? 
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APPENDIX B – CONTINUED 
Adopter Survey Results 
 

Q1: IF YOU VISITED/CONTACTED THE SHELTER TO ADOPT A 
PARTICULAR ANIMAL, HOW DID YOU FIRST HEAR ABOUT THAT 
ANIMAL? 

Q2: WHAT IS YOUR OVERALL IMPRESSION OF PWC ANIMAL SHELTER 
BASED ON THIS VISIT OR CONTACT? 
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APPENDIX B – CONTINUED 
Adopter Survey Results 
 

Q3: PLEASE TELL US YOUR OVERALL IMPRESSION OF THE ANIMAL 
SHELTER IN EACH AREA. 

Q4: HOW LONG DID IT TAKE FOR STAFF OR VOLUNTEERS TO ASSIST 
YOU? 
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APPENDIX B – CONTINUED 
Adopter Survey Results – continued  

 
 

Q5:  HOW SATISFIED WERE YOU WITH THE LENGTH OF TIME IT TOOK 
FOR YOU TO GO THROUGH THEIR ADOPTION PROCESS AND TAKE 
YOUR PET HOME? 

Q6:  AT THE TIME OF ADOPTION, DO YOU FEEL THE SHELTER DID THEIR 
BEST TO PREPARE YOU FOR PET OWNERSHIP WITH USEFUL 
INFORMATION ON SUCH THINGS AS FEEDING AND CARING FOR A PET? 
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APPENDIX B – CONTINUED 
Adopter Survey Results – contnued  
 

Q7: WHAT SUGGESTIONS DO YOU HAVE TO IMPROVE THE PUBLIC'S 
OPINION OF OUR SHELTER, IF ANYTHING? 

Q8: WOULD YOU RECOMMEND PWC ANIMAL SHELTER TO FRIENDS 
AND FAMILY WHO ARE INTERESTED IN ADOPTING A PET? 

 
1. You need better paid staff in the front desk, the people there are helpful 

but very unmotivated. You need a better facility so all cats can be in 
display, and all dogs have run areas. Please allocate proper funding to 
the shelter, and you can turn it into a revenue producing facility for the 
county. Charge a feemin for entrance, charge a fee for dumping animals 
(other shelters do it), up the adoption fee to $80. Nobody will care. Also, 
arrange better contractors for the adoptions neutering. Currently there, 
are 3 options only and they are too expensive. Peta is neutering very 
competently for $15 each animal, why pay $120 to the contractors? Make 
a partnership with them, lower the neutering fees and raise the for money 
adoptions so that the shelter has more income! 
 

2. Why a week wait for abandoned scared pets? 
 

3. Nice and friendly service. I’m happy 
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