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Sticky Note
Interview NotesProblem: to increase live release rate.  Benchmarking cities that have already realized a no kill rate.  Studied others.  How did you solve it: Focused strategic plan that was three-prong strategy.Lacking: was the not enough community partnerships.  Can't just through resources at this program, needed community partnerships to make this work.  Focus on grassroots organizations to make big gains to get from 60-70% no-kill.Transferability: replicate practices done in other communities.  Very metrics based and it can be easily transferred.  Tie all three aspects of animal care together.  Must focus on all aspects to be successful.  Develop a balanced approach.Results: originally called for a 4 year plan.  Hovering at 60% now which is about 3 years ahead of schedule.  Hoping to hit 70% this year which is three years ahead of schedule and have the funding to sustain the effort going forward.Presentation: more basic and in depth conversation.  Start with three pieces of the puzzle and grow to the full puzzle once all of the tools are put on the table.
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2. Employee Buy‐In. 

Although employees were asked to see themselves supporting all strategic priorities of the department 

(enforcement, control, live release), many reverted back to their silos following plan implementation.  To combat 

this, the department is taking a balanced approach to evaluating employee performance.  For example, animal 

control officers will be evaluated not only on the amount of animals they pick up in the field, but also by the 

number of citations they write as well as the number of animals returned to their owner in the field. 

3. Establishing Trust. 

Although the facilitated session went a long way in improving relationships between the department and 

amongst animal welfare organizations, a culture of distrust still exists, especially from citizens who were not 

involved in the planning process.  The department strives to be inclusive with these individuals, but also points to 

success stories among the partners who have drastically improved San Antonio’s live release rate. 

OUTCOMES  

The speed in which results have been seen is staggering.  Since the plan was implemented, San Antonio Animal Care 

Services has seen: 

 The live release rate increase from 31% during most of 2011 to 52% by the end of the year to 66% by March 2012 

while increasing impoundments making City streets safer 

 An influx of volunteers on campus both for Animal Care Services as well as partner organizations 

 A change in the media coverage of the department from stories that focused on the positive (high number of 

adoptions and rescues), rather than the negative (high rates of euthanasia)  

 $750K grant from a highly competitive program sponsored by a national animal welfare organization program to 

focus on  cat issues (trap, neuter, and release) 

 $1M+ in donations from major pet supply corporations to fund more adoptions and spay/neuter surgeries 

Also, by the time of the presentation date, the City will have completed its bi‐annual community survey.  The department 

will then be able to measure the change in public perception of animal care and safety.   

PRESENTATION  STYLE 

A key “a‐ha” moment for the Innovation team working on this project was the fact that improving animal care services—

like many other government problems—was not about throwing more money at the problem, but rather setting up a 

strategic approach that values the input of internal and external stakeholders, gets the right people at the table, improves 

processes, and measures outcomes. 

To allow session participants to reach this “a‐ha” along with the presenters, we plan to conduct an interactive 

presentation with an activity supported by PowerPoint slides.  Session participants will be provided puzzle pieces that 

represent the core functions of animal care such animal control officers, veterinarians, kennel attendants, and adoption 

agents.  These pieces do not represent the entire puzzle – participants will then suggest ideas that are needed to 

complete the puzzle, but as they describe more resources that do not align with strategic goals or improved processes, 

they will be given more of the same pieces, representing throwing more money at the problem. 

As we describe our journey and the realizations that allowed us to understand and solve the problem, participants will be 

given opportunities to “ask” for more pieces (representing process improvement, community involvement, etc.) and by 

the end of the session, have the entire puzzle.   

The content of the presentation will follow a format similar to this case study document. 


