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Executive Summary 

The City of Myrtle Beach (the “City”) retained McCartney Resources, LLC (“McCartney Resources”) to assess Grand 
Strand Humane Society (“GSHS”) management practices and the facility housing the shelter.  Specifically, and as 
the City requested, McCartney Resources has developed this Organization Overview & Recommendations to identify 
and recommend strategies to realign existing policies and improvements upon operations resembling best practices 
as outlined by the Humane Society of the United States (“HSUS”) and other relative entities allowing future, positive 
growth and community support. 
 
The Organization Overview & Recommendations herein are intended to serve as a framework for additional review, 
consideration of needs and future decision-making.  Discussions, recommendations, documents, products and all 
services should be interpreted as information only. Further planning and analysis will be required prior to 
implementation of programs or recommendations.   
 
As outlined by the City in its’ Statement of Objectives and listed herein, this project was divided into eleven (11) 
phases to include providing written recommendations for standard operating procedures (SOPs) that follow HSUS 
best practices.  These areas are: 
 

1. Requirements for Board Members, including qualifications for membership, term limits, meeting requirements, 
committee responsibilities, code of ethics, protocols with shelter staff, and role in daily operations 
 

2. Job descriptions for lead management team, including Executive Director, Operations Director, Communications 
Director, Volunteers Director, Partnership/Fundraising Director, Administrative/ Accounting Assistant 

 
3. Job descriptions and training requirements for shelter staff and volunteers 

 
4. List of types of animals accepted at the shelter and their proper veterinary care 

 
5. Daily operations of shelter, including hours of operation for animal care and hours of public operation 

 
6. Safety and security of people and animals 

 
7. Animal intake/release and adoption protocols, including legal issues related to animal ownership 

 
8. Internal and external communications procedures 

 
9. Emergency plans 

 
10. Physical maintenance of existing shelter facilities 

 
11. Develop a master plan to ensure an up-to-date facility that meets HSUS animal shelter standards 

 
The information in this report was compiled through onsite visits, attendance at Board of Directors’ meetings, several 
phone and in-person conversations regarding operations, on-line and in-person research, as well as significant data 
and document compilation and analysis. Special thanks to the support of the members of the Board of Directors, the 
Executive Director and staff that contributed as well as representatives from the City provided information, documents, 
and idea generation for this initiative. 
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GSHS – Overview & Mission Statement 

The Grand Strand Humane Society takes in animals brought in by the City of Myrtle Beach Animal Control as well as 
those brought into the shelter by members of the community (generally Horry County). GSHS is committed to the 
care and humane treatment of all homeless and abandoned animals as well as providing excellent customer service 
while striving to find caring and loving homes. GSHS also offers educational opportunities in pet ownership with cost-
effective adoption rates as well as spay/neutering and medical services to the community. 
 
The shelter facility is approximately 3,824 in square footage with kennel size of 2,906 square footage.  Kennels are 
separated into different categories to support care of animals:  Intake, Holding (includes City of Myrtle Beach Animal 
Control, found animals, strays and surrendered), isolation and those under quarantine.  Capacity is listed as follows: 
 

Canines Felines 
Kennel Capacity Kennel/Rooms Capacity 

A (front) 20 adoption / adults A 15 adult or 45 kittens 

A (back) 11 isolation / puppies B 24 adults 

B 20 City Cats Iso 32 adults 

Isolation 22 Kitten Iso 12 – 34 depending on size 

Quarantine 1 large or 1 litter Quarantine 4 

Hallways/Cages 1 Hallways/Cages 7 

Addl Rooms 3 (clinic) Addl Rooms 3 (clinic) 

 
GSHS has approximately 25 employees divided into three categories – Administrative, Clinic, and Shelter – which 
makes up the organizational structure. The staff are motivated, knowledgeable, highly engaged, and compassionate. 
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GSHS Mission Statement  

The Grand Strand Humane Society exists to improve the quality of life for companion animals by providing shelter 

and care to the lost, homeless and unwanted animals of the community.  We focus on finding adoptive homes for the 

animals in our shelter, providing low-cost veterinary care to the public, and through community involvement and 

education we are able to further the bond between people and animals. 

Grand Strand Humane Society takes in animals brought in by the City of Myrtle Beach Animal Control and from 

citizens within the Myrtle Beach city limits.  We made the decision to stop euthanizing healthy adoptable animals for 

space it was the right decision and we felt the only option for the Grand Strand Humane Society.  The decision did 

increase our financial struggle, but we will continue finding every healthy, adoptable animal a forever family as long 

as it is financially feasible.  

We are further committed to providing excellent customer service to those people visiting our facility in the hopes that 

all our animals can find caring and loving homes. 

We also work at educating our community about responsible pet ownership and finally, to investigate and attempt to 

prevent cruelty to all animals.  We strive to provide all communities within our area with cost-effective adoption rates 

as well as spay/neutering and preventive healthcare services. 
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Community Demographics – Dataset Reference 

Population in and within the City of Myrtle Beach and Grand Strand areas are critical to understanding the pet 
population and needs associated with sheltering and caring for them.  To begin, the City is the center of a large and 
continuous 60-mile stretch of beach. With an average growth rate of 3.7%, the US Census Bureau ranked Myrtle 
Beach as the second fastest growing “metropolitan area” in the US in both 2016 and 2017.  In June 2018, Myrtle 
Beach made US News’ top spot in “the 25 Best Places People are Moving to in 2018.”  As the fastest growing city in 
the US.  Myrtle Beach is one of the major centers of tourism in the United States because of the city's warm climate 
and extensive beaches, attracting an estimated 18 million visitors each year.  According to the US Census Bureau, 
the City’s estimated 2016 population was 32,240 with the metropolitan area estimated at 449,495 and is 23.6 square 
miles in size.   

According to the Human Society of the United States (“HSUS”), within the Myrtle Beach metropolitan area the table 
and graph below reflect the estimated canine and feline/feral population.  While the data is based on estimates derived 
from surveys (with a +/- 10% margin of error), it is important to see the broad scope of this large and growing pet 
population and specifically its correlation to GSHS and the capacity necessary to support needs.   

Breed 
Natl Avg of Pet Owning Household                                     
(Am Vet Medical Assoc; endorsed by The 

Humane Society of the US) 

No. of Pet Owning 
Households 

Myrtle Beach Area 

Natl Avg of Pet Population 
within a Community            

(Am Vet Medical Assoc; endorsed 
by The Humane Society of the US) 

Est Pet Population 
Myrtle Beach 

Metropolitan Area 

Canine 0.365 63,102 0.584 100,963 

Feline/Feral 0.304 52,556 0.638 110,299 
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Other references include the American Pet Products Association report of 2016 wherein approximately 44% of all 

households in the United States have a dog, and 35% have a cat. According to the ASPCA’s National Rehoming 

Survey, pet problems are the most common reason that owners rehome their pet, accounting for 47% of rehomed 

canines and 42% of rehomed felines.  Pet problems were defined as problematic behaviors, aggressive behaviors, 

grew larger than expected, or health problems the owner couldn’t handle.  These are large numbers where pets fall 

under the care of animal shelters/humane society.   
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Statement of Objectives 

Listed herein are the eleven (11) phases, restatement of each City objective with an overview of McCartney 
Resources’ assessment and recommendations as applicable to the project.    
 
The execution strategy supporting this project incorporated proven methodologies and a highly responsive approach 
to managing deliverables with a focus on operational excellence, priorities and compliance, all aligned with the 
Strategic Plan and expectations of stakeholders.  Following is a description of project methods: 
 

✓ Develop and drive programs concurrently on a project basis that creates internal value (which creates 
external value), improve efficiencies (building teams for accountability), ensure consistency (engage 
employee and stakeholder buy-in) to support a productive work environment.  
 

✓ Align functions and programs with Grand Strand Humane Society’s mission and goals, key drivers of success. 
 

✓ Design recommendations for programs focusing on transparency of information and expectations, 
recognizing accomplishments. 
 

✓ Identify program opportunities to foster diversity in teams, staff, Board Members, and other stakeholders, 
creating an atmosphere of cohesion and collaboration. 
 

✓ Recommend initiatives to build a continuous learning workplace where leaders are hands-on coaches. 
 

✓ Continuously strategize, recommending steps to grow! 

Findings and recommendations herein, along with supporting documents, utilized data collected through onsite 
interviews, conference calls, attendance at Board meetings, on-line and in-person research, as well as significant 
data and document compilation and analysis to identify opportunities in developing best practices, compliant initiatives 
and offering excellence in serving the animals and community.   
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1. Requirements for Board Members 

 

Assessment and Findings:  GSHS’s most vital resource is its Board of Directors, the critical link to the community. 
Designed to advise, guide and strategically plan, individuals serving on the Board of Directors are entrusted to 
possess and apply skills and attributes necessary to effectively contribute to the success of GSHS.  An ideal Board 
structure will offer support in areas of strategic planning, financial advising and oversight, human resources and legal 
guidance, public relations/marketing and education.   
 
The current Board clearly exhibits a cohesive understanding and support of GSHS’s need for guidance, deliverables 
and supporting the staff.  The Board has contributed and continues to contribute to the daily operations of GSHS to 
better align and drive initiatives to positively engage the community.  Through such engaging efforts by Board 
members, whether visiting the shelter, speaking with the staff, volunteering their time, making connections with 
businesses and/or donating dollars, their actions contribute to a more positive perception within the community as 
well as with staff and volunteers. 
 
Through conversations, meetings and exchanging information, the current Board transitioned in April with very little 
supporting documents outlining expectations or accountability of the Board.  However, the Board has reviewed the 
governing Bylaws and Articles of Incorporation, meeting and discussing needs of the Board to better impact and affect 
GSHS in many ways to include driving the Board focus to a more strategic format while building parameters for the 
Executive Director to manage daily operations.  The Board also elected to dissolve all committees, allowing time to 
refocus their most critical concern, supporting the daily operations of GSHS while transitioning the new Executive 
Director into her role. 
 
In reviewing Board standards, contributions and supporting documents, it was also identified that the Board and 
GSHS had little direct interaction in management and communicating with its’ members.  Although a non-profit offering 
services, membership can and should be an integral part of strategies with the Board and the shelter.  It will be further 
discussed herein as membership is a key contributor to the financial well-being of the shelter which includes offering 
a pool of volunteers, donors and community outreach partners.  This is an untapped resource. 
 

Recommendations:  There are many resources available to designing and developing an effective Board of 

Directors.  While there is no one definition to lead a nonprofit organization such as GSHS, there are solid ethical 
standards and accountability practices to consider as best practices.  This focus began with a review of the 
governance of the Board of Directors, expanding in other areas to include development of a model of Board 
documents.   
 

• In support of the GSHS’s governance and because it is referenced in the Bylaws, it is our recommendation 
the Board understand and apply Robert’s Rules of Order.   Robert's Rules of Order ensures everyone 

Requirements for Board Members, including qualifications for membership, term limits, meeting requirements, 

committee responsibilities, code of ethics, protocols with shelter staff, and role in daily operations. 
 

✓ Review current Board design for best practices within an effective and sustainable governance model for the Board of Directors 

to include accountability, transparency, responsiveness, consensus-oriented, participatory, inclusive with a focus on compliance 

and efficiency and in accordance with the National Council of Non-profits' standards.  Evaluate and update guidelines for 

qualifications for serving, term limits, meeting and contribution requirements, voting rights, enforceability, code of ethics along 

with roles and responsibilities. 
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(including members) has an opportunity to speak, meetings are fair, efficient, democratic and orderly.  
Applying methods from Robert’s Rules offers good strategic dialogue (a quorum), professional interaction 
with effective discussions and decision-making through the motion process during Board meetings. 
 

• The standard, besides holding effective and engaging Board meetings, is to ensure inclusion and 
participation of the membership.   

 
o It is our recommendation the Board take an initiative to lead, manage and foster relationships with 

the members.  Some examples of how the Board can engage with the members are to establish/re-
establish a few key committees such as: 
 

▪ Develop a membership committee, launching an outreach program introducing the Board in a letter.  
Invite members to upcoming events; announce 2019 shelter programs with a focus on volunteering, 
adopting or fostering animals.  Also, highlight services offered by the clinic and other educational 
programs.  This is the beginning of managing and engaging the membership to better serve the 
shelter (eventually, making the ‘ask’).   

▪ As part of the committee responsibilities (as well as each Board member), hold ‘membership 
engagement campaigns’ calling to share upcoming information and/or soliciting feedback on shelter 
experiences.  The personal touch will benefit the shelter as they are not cold calls since both are 
already connected to the shelter. Such calls serve several purposes: 

• Keeping the board members in touch with issues on the ground (inviting members to Board 
meetings and other shelter hosted events); 

• Generating useful spot-checking data (eg, address changes, interests in volunteering, 
making donations); and 

• More importantly, connecting the membership and making the members feel positive about 
the shelter’s leadership and initiatives.  

▪ As members become more engaged whether attending a meeting or event, encourage Board 
members to purposefully engage with the members (not just amongst themselves).   Encourage 
informal conversations, but with a purpose: Agree on one to three questions that every board 
member will ask during the course of the event to gather first-hand informative feedback (helps to 
support goal setting). 

▪ Make sure board volunteers are identifiable. Provide special name tags, color codes, or ribbons. This 
gives the average member a way to recognize and talk with them. 
 

o Currently, there are layers of membership options, however managing and effectively communicating 
with the membership is sparse.  The website is a key tool in communicating with the membership to 
include sharing information and opportunities to volunteer, to donate and/or sponsors events, 
programs, equipment or other needs, highlight special membership involvement, etc.  Social media 
is another great tool for GSHS to effectively communicate information and capitalize on.  Continuing 
to utilize Facebook and other social media outlets such as Twitter and Instagram to interact with the 
community and make such announcements is essential for GSHS as effective communication 
perpetuates effective community outreach and will provide volunteer and donor resources, a key 
strategy to the financial well-being of GSHS.    

 
 
 

 



 

__________________________________________________________________________________________________________________________ 
GSHS Organization Overview & Recommendations – A Strategic Initiative                Page | 10 

 
 

• An additional guide to Board best practices is found under the National Council of Non-Profits. Although a 
national organization, the affiliate chapter for South Carolina is Together SC (Allies for Good).  Recently 
publishing their Guiding Principles & Best Practices in 2017, Together SC has incorporated nonprofit 
effectiveness into nine areas of focus that include: 
 

o Governance 
o Strategic Direction & Partnerships 
o Leadership and Organizational Culture 
o Communications & Advocacy 
o Legal Accountability & Transparency 
o Financial Management & Stewardship 
o Fundraising 
o Operations & Planning 
o Evaluation 

 
Within each focus area are Core Elements and Best Practices, detailing the effectiveness of this tool for 
“facilitating healthy dialogue, encouraging continuous learning and promoting informed decision-making.”  
This guide is designed as an interactive workbook with a self-evaluation of effectiveness for the Board.   
 

o It is our recommendation the Board integrate this guide to better support and guide a strategic plan 
for their deliverables.  This will also incorporate an evaluation and monitoring processes to measure 
the impact and outcome of Board initiatives and strategic plan. 
 

• In an effort to create sustainability and the retention of knowledge through governance and internal controls 
of the Board of Directors, it is our recommendation the following documents be reviewed and implemented: 
 

o Revisions/updating the Bylaws to better reflect governance of the Board of Directors.  
Recommendations are provided in comment form within the Bylaws. 
 

o Code of Conduct and Ethics Statement promotes communication that is respectful, honest, and 
direct exhibiting respect and dignity towards each other and all they serve, being accountable for a 
standard of transparency and disclosure. 

 
o Board position descriptions clearly outlining expectations and accountability.   

 
o Develop and implement an Application to Serve on GSHS’s Board of Directors to offer a more 

thorough and unbiased review of interest and needs of the Board and organization.  This includes a 
review process and checklist for the Board allowing a more diverse and inclusive review process that 
represents the organization, its members and the community.  These documents are also in draft 
form.  
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According to the Bylaws, the Board [comprised of Officers and Directors] shall “consist of no less than five (5) and no 
more than fifteen (15)” total and may be “increased or decreased as determined from time to time”.   
 

• For the current Board structure, it is our recommendation they add a minimum of two (2) Directors plus 
one (1) additional City appointed Director taking the total Board members from six (6) to nine (9) to better 
position succession planning and strategic initiatives.  This will also help divide responsibilities, so Officers 
can initiate and implement strategies to include daily operational parameters supporting the staff. 

• Additionally, it is our recommendation the Board identify key committees whether establishing new or 
reinstating to immediately impact needs such as event planning/management [fundraising], membership 
management and communications/public relations.   

 

 
 
 

• To also contribute practical expertise at the Board meetings, it is our recommendation the Veterinarian 
attend each Board meeting (or majority of meetings) providing an overview of Clinic operations as 
coordinated.  
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2. Job Descriptions – Shelter Lead Management Team 

 
Job descriptions are a helpful tool for both practical and legal reasons.   They are a useful in communicating position 
expectations as well as establishing performance standards.  While the shelter had a few position descriptions, we 
found they were outdated and non-compliant.      
 
Assessment and Findings:  After meetings with the staff and key Board members, McCartney Resources 
documented the organizational structure in a chart (See pg. 3 herein, Org Chart – Administrative, Shelter and Clinic) 
as the first initiative to understand staff reporting, titles and responsibilities within each position.  McCartney 
Resources found that while the structure effectively supports the functions within GSHS, there was also a need to 
align and document position accountabilities.  Meetings were scheduled to facilitate the job analysis phase to conduct 
on-site interviews with follow-up calls to gather information from multiple employees.  Upon documenting position 
responsibilities and key performance indicators, job descriptions were developed to include competencies (knowledge, 
skills, abilities, personal characteristics, and other person-based factors that help distinguish performance). 
Competencies provide a focus for integrating human capital strategy with business strategy, adding quality-of-work-
performance value to the organization.  Other items outlined in the job descriptions were:    
 

• Position classification as defined by the Fair Labor Standards Act (FLSA). 

• Category reflecting full-time or part-time. 

• Reporting structure to support accountability. 

• Main duties and responsibilities listed, setting expectations and supporting performance management.   

• Background to include experience, skills and education and well as competencies supporting an interactive, 
professional environment.   

• Working conditions and exposure to include variation in temperature, exposure to animals, waste and chemicals as 
well as lifting abilities supporting the interactive hiring process. 

• With a compliance focus, we also listed no contract of employment, the shelter’s position of “at-will” employment and 
referenced interactive format for requests with any accommodation under the American’s with Disabilities Act (ADA). 

 
To further assist, McCartney Resources developed all position descriptions for final review and approval. These 
documents supported efforts to clarify expectations while meeting compliance initiatives.  This also supports more 
solid efforts in recruitment and as aligned with the SOPs.   
 
The Administrative leadership is comprised of the Executive Director, Business Manager/Accountant (part-time), 
Community Outreach and Volunteer Coordinator and the Lead Adoption Counselor with the Shelter leader being the 
Shelter Manager.  The Clinic leadership team is comprised of a Veterinarian and a Surgical Coordinator.   
 

Job descriptions for lead management team, including Executive Director, Operations Director, Communications 

Director, Volunteers Director, Partnership/Fundraising Director, Administrative/ Accounting Assistant [with 

Standard Operating Procedures]. 
 

✓ Develop (and/or review current) comprehensive suite of job descriptions with a focus on tasks analysis and success factors to 

include competences necessary for essential functions of the job.  Identify measurables (frequency and importance, time-based 

as well as growth potential).  Integrate compensation grades comparable to industry and demographics.  Align volunteer 

responsibilities, identifying opportunities to transfer responsibilities to contribute at a greater level towards daily operations (and 

possibly fund-raising) contributing to the bottom-line. 
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Recommendations:  While this team is building cohesion, it is recommended strategic planning with detailed 

goals and initiatives be outlined to address weaknesses and opportunities.  To begin, designing a simple strategic 
plan with 3-5 year goals is important. Initiatives to consider may include: 
 

• Shelter Financial Wellbeing – Sustainability and Future Growth:  The shelter is weakest in this area which makes it 
the greatest opportunity.   

o With daily accounting functions brought in-house in June, a newly created part-time position titled Business 
Manager is responsible for overseeing and supporting finance and accounting needs to include chart of 
accounts management, daily postings and reconciliations, payroll processing and financial reporting.  
Clearly seen as a benefit for more real-time, on-time financial management this position can better support 
the Executive Director and Board of Director’s Treasurer with reporting needs while managing the daily 
financial functions (with the Executive Director’s oversight) allowing time for the leadership team to focus 
on the strategic plan. 

▪ Having an experienced contributor in the Business Manager position will support implementing a 
transitional plan allowing time to develop strategic initiatives (specifically a 3-5 year plan) and 
financial management with budgeting and forecasting.  This also allows time to develop current 
staff that can take on more leadership, management responsibilities enabling growth. Redirecting 
shelter resources in a more strategic plan will contribute to and improve overall financial stability. 

o After briefly reviewing financial statements, it is also recommended the Statement of Activities be expanded 
to better detail revenue (e.g., donor classes or levels such as major donations, restricted and unrestricted 
funds with defined parameters) and expenses (e.g., separating by function areas as aligned with the 
organizational chart such as allocating respective payroll expenses under each of the departments).  This 
will better support budgeting and forecasting in a more detailed and timely manner. 

o Additionally, it is important to ensure all transactions are categorized in more detailed accounts and not just 
put into a general category.  This will better support the development of a more accurate budget as well as 
the overall need for financial management and planning.    

o While special adoption events have been quite successful, it can have considerable cost in overtime if not 
preplanned and coordinated well to include volunteer involvement to minimize cost in wages as this is in 
addition to regularly scheduled workweeks. It is recommended a simple checklist be developed for event 
planning to offer consistency, first identifying responsibilities volunteers can support in place of regular staff, 
whether planning long-term or identifying an immediate need.  For example, an adoption event was held 
last July at the shelter and while a combination of staff and volunteers were used, preplanning to schedule 
and coordinate volunteers to assist in place of regular staff at the event can support more savings in shelter 
costs associated with wages and overtime (often the greatest expense with adoption events).  Although key 
staff positions are necessary to successfully hold such an event, utilizing volunteers and preplanning staff 
schedules can better manage the overall cost while still supporting a successful initiative to find homes for 
sheltered animals.   
 

• Recruitment / Staffing – Like many animal shelters, GSHS is understaffed and in some positions the hourly payrate 
is significantly under comparable rates within the industry and demographic region.    

o To better position the shelter to compete for talent, it is critical to set a strategic goal to increase the minimum 
starting wages as well as increase staff wages currently holding positions below the minimum market rate. 
It is recommended this initiative be included in the strategic plan, outlining goals for percentage increases 
with each position.  For example, in reviewing the charts below the kennel technician position is estimated 
to be 19% below market rate. By setting and establishing increases over several years (form example three 
years), the shelter will be able to spread the increases and minimize their budgetary impact.   
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o McCartney Resources randomly chose three (3) hourly positions (two of which appear to have the highest 
turnover rate) to conduct a general compensation market survey and analysis which yielded the following 
results (as of June 2018): 

 
 

Veterinary Technicians (some positions denoted licensing not required) Min Medium Maximum 

Ocean Isle Veterinary Hospital $12.00 $14.50 $16.00 

Banfield Pet Hospital $11.06 $14.42 $18.03 

Calculated Averages $11.53 $14.46 $17.02 

Compared to Current Min GSHS Vet Tech Pay $11.00   

Difference in Min Comparison 4.82%   

    

Front Desk Min Medium Maximum 

Animal Emergency Hosp of The Strand $10.10 $12.98 $16.22 

Ark Animal Hospital $8.65 $11.58 $14.48 

Veterinary Clinic of Myrtle Beach $9.62 $12.50 $15.63 

Hotel - Front Desk $9.50 $11.88 $14.84 

Resort - Front Desk $10.50 $13.13 $16.41 

Calculated Averages $9.67 $12.41 $15.52 

Compared to Current Min GSHS Front Desk Staff Pay $8.25   

Difference in Min Comparison 17.26%   

    

Kennel Assistant/Kennel Technician Min Medium Maximum 

Payscale Natl Avg $9.57 $11.96 $14.95 

Glassdoor Natl Avg $9.08 $12.11 $15.14 

Indeed.com (noted Animal Care Taker pay of $8.25 is 26% below the national average) $10.40 $12.99 $16.24 

PAWmetto Pet (Charleston) $10.00 $12.50 $15.63 

Electric City Stay & Play $10.00 $12.00 $15.00 

Animal Sanctuary (Columbia) $9.00 $11.25 $14.06 

All About Pets (Hilton Head Island) $10.00 $15.00 $20.00 

The City of Columbia Animal Services (accounted for cost of living difference of 2.21% lower in Myrtle Beach) $11.62 $13.23 $14.83 
My Three Dogs (Mt. Pleasant) $9.00 $11.25 $14.06 

Calculated Averages $9.85 $12.48 $15.55 

Compared to Current Min GSHS Kennel Staff Pay $8.25   

Difference in Min Comparison 19.42%   

 

 
 
 
Once developed, it is our recommendation the job descriptions be referenced as the primary tool to support 
performance evaluations of staff.  Reviewing performance and setting goals will support the need to identify strength 
and weakness of the individuals and collective talent, training and development needs as well as goal setting and 
eligibility for merit increases.      
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3. Job Descriptions & Training – Shelter Staff / Volunteers 

In conjunction with developing leadership-level job descriptions, all organizational descriptions were concurrently 
developed to include a volunteer description as well as Board Officers and Directors.  Similar to the analysis used to 
develop the Shelter Lead Management job descriptions outlined above, McCartney Resources identified position 
responsibilities and key performance indicators to develop job descriptions to include competencies for the remaining 
shelter staff. Generally, employees at shelters are called to serve as educators, animal care technicians, therapists, 
and investors – sometimes all in one day.  These different responsibilities require different training and support to 
ensure competency and success.   
 
Assessment and Findings:  Through the assessment process, it was identified staff training is limited primarily to 
hands-on once hired from those on staff and/or training facilitated by the Executive Director.  This is not necessarily 
uncommon as the reality of budgets and availability of skilled workers often force most instruction to happen on the 
job. Due to time and resource limitations, this necessary support is often sacrificed.  By not providing this support, 
shelters may set up employees for failure, resulting in high turnover and on-the-job mistakes.   
 
Staff:  As noted in the organizational chart (on page 3), the Administrative staff is comprised of Front Desk Attendants, 
Adoption Counselors, Medical Adoptions Assistant, and Medical Intake Coordinator.  The Clinic staff is comprised of 
a Veterinarian, Surgery Coordinator and Veterinarian Techs.  The Shelter staff is comprised of a Lead Kennel Tech, 
an Enrichment Counselor (part-time), and several Animal Caretakers.  A majority of the staff are trained in First Aid. 
 
Volunteer:  Volunteers are a critical part of any humane society and cannot effectively run without them.  They are a 
cost savings, community engaged partnership benefitting all.  McCartney Resources found there was no formal job 
description in place for volunteers.  The volunteers do take part in a two-hour orientation program lead by the 
Community Outreach and Volunteer Coordinator where they receive a tour of the facility, are advised of the rules and 
an overview of instructions. Volunteers also receive up to an additional two-hours of hands-on training specific to 
caring for either dogs and/or cats. 
 
Volunteers are key to supporting the large Fostering Program necessary in managing the high-volume pet population.  
The Shelter has a large community of Volunteers, approximately 50-75 active (which includes fostering and on-site 
help) and approximately 200 inactive, who assist at the shelter with walking canines, playing with the cats and kittens, 
assisting with laundry and dishes, and assist with some limited opportunities like Best Friend of The Week, which is 
a weekly TV appearance, and assisting at adoption events.  
 

Recommendations:  It is our recommendation to provide additional training for staff members engaged on the 

job and to advance their skills.  Some recommendations for free or low-cost training programs are:  
• Partner with other agencies.  Most animal welfare organizations have similar training needs for their staff and 

volunteers: customer service, animal care, record-keeping and fundraising. Reach out to groups in the area, and see 

Job descriptions and training requirements for shelter staff and volunteers. 
 

✓ With newly developed job descriptions setting expectations of each position, a review of levels of care required will jointly 

identify training needs as well as support with a lead staff member eligible for integrating into a training position (with support).  

Development of the training program will include focus with onboarding new employees as well as existing staff, meeting the 

responsibilities and accountabilities of each staff member and supporting a culture of excellence in customer service for the 

shelter.  This includes developing training curriculum with check-off lists supporting necessary essential functions of each position 

as well as developmental opportunities.  Setting a focus and precedence for cross-training staff as well for additional support 

during peak demands and public access to create continuum within the shelter. 
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what expertise is available through GSHS board of directors or staff, and put together a partnership to produce a 
seminar, workshop or hands-on training session. 

• Bring in outside guest speakers.  Animal shelters and rescue groups can pool their resources and hire an outside 
guest speaker to provide specialized training that would be of benefit to all. 

• Take advantage of free online educational opportunities.  Many animal welfare organizations, including Maddie’s 
Institute and ASPCApro (https://www.aspcapro.org/training), provides free webcasts and webinars, both live and 
archived, on a wide variety of topics from shelter medicine to customer service.  

 

It is our recommendation the GSHS volunteers be utilized more effectively as well as play a larger role in assisting 
the staff by taking care of animals, participating in adoption events, transporting animals, creating pet bios and taking 
pictures for social media, there are countless opportunities for volunteers to help. Having a structured program in 
place is essential to recruiting and retaining volunteers. Providing training, guidelines and support for volunteers will 
help prevent frequent turnover.  Volunteers can provide enrichment, socialization, exercise, behavior modification, 
enhance the care of the shelter pets, assist with adoptions, surgery preparation/recovery and rescue, group transfer, 
walk, bathe and groom canines, fundraise and more.   
 
It is recommended that the shelter enhance their volunteer and staff orientation and training program to include 
utilizing an onboarding checklist.  While the shelter currently has a process, it is also recommended there be a 
review of the description with each volunteer when presenting the liability waiver, acknowledging their understanding.  
This would support a more inclusive onboarding program, to include a Volunteer manual outlining detailed protocols 
and expectations, while increasing their buy-in and interest for long-term contributions. 
 
It is further recommended a volunteer pilot program be developed and implemented – first assisting the front desk.  
While volunteers are currently assisting in many capacities such as adoption events, transporting animals and posting 
to social media, a pilot program is a strong strategic move to further support community engagement and staffing 
needs.  A pilot program will outline the need (eg, moving some of the responsibilities off of regular staff that a volunteer 
can assist with such as answering incoming calls, checks voicemail and returns calls and/or forwards to the 
appropriate staff member, greets guests and manages the sign-in sheet, assists with clinic check-ins, etc.), a training 
checklist (use the job description as reference) and evaluation sheet for both the Executive Director and volunteer.  
Reference materials have already been compiled by the USHS’ Humane Society University online as a result of an 
earlier study (2002 – 2005) titled Volunteer Management for Animal Care Organizations (See Reference page herein 
for link) to support such a program, offering clearly defined categories. While the study incorporates older data, the 
materials and information continue to be solid guidance in developing an effective and impactful volunteer program – 
a Pilot Program.    With success, this will be implemented in other areas while allowing regular staff opportunity to 
focus on more critical tasks and decision-making responsibilities.   Viewed as a valuable member of the team, this 
pilot program will support integrating use of volunteers in important roles while making a positive impact (sharing their 
experiences as well as a Volunteer).  As it grows, slowly add new and more responsibilities for volunteers.   
 
It is also our recommendation that GSHS partner with local retailers for office supplies, materials, as well as 
sponsorships for specific events.  For example, a fast-food restaurant sets up a booth but also contributes dollars to 
cover adoption fees.  Other consideration can be given to utilizing community personnel who are mandated to perform 
community service or who are fulfilling PTI requirements to assist with general tasks like laundry, dishes, animal 

socialization, cleaning cages, etc.   
  

https://chewonthis.maddiesfund.org/2013/08/animal-sheltering-webinarwebcast-central
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4. Types & Care of Shelter Animals 

The amount and types of services at a shelter often depends on its resources.  Generally, shelter medicine can be 
quite different than in a veterinarian’s office.  Often tasked almost exclusively with spay/neuter surgeries other aspects 
include an emphasis on infectious disease control and prevention (vaccination and quarantine protocols) by the 
veterinarian.  There is also a focus on emergency medicine and immediate injury treatment for animals as they are 
brought in to the shelter by Animal Control, visitors who pickup strays or owners with the inability to pay or care for 
their animal.   Veterinarian offices often have continuous treatment and development health plans for the animal 
wherein the shelter veterinarian focuses more on the immediate care.   
 
In assessing the types and care of animals, at no time did consultants observe any mishandlings, abuse or uncaring 
manners in the shelter.  The team exhibits compassionate care for each animal brought in and cared for at the shelter.   
During the information gathering process, McCartney Resources was advised that on occasion the current 
veterinarian has been asked to come in (outside of normal clinic hours) to guide and handle emergency needs.  Often, 
she has not been available to meet the needs of the emergency citing distance and working another job (although 
the shelter position is her primary, full-time position) were the factors.  
 
Assessment and Findings:  It is GSHS’s mission that every animal from within their jurisdiction be accepted. While 
GSHS primarily cares for canines and felines of all sizes and age, other small animals include rabbits, birds, ferrets, 
and other small domesticated animals.  Animals are assessed for health and temperament during the intake process 
and housed accordingly with those needing immediate treatment categorized and cared for based on priority.  When 
the clinic is closed, the Executive Director will assist as needed and calling in the Veterinarian upon emergency need. 
 
As each animal is evaluated during the intake process, which is documented in detail in the SOPs, those in need of 

emergency care are prioritized based on the evaluation.  Once the initial intake and evaluation is completed, the 

housing decision is then made according to the following eight areas within the shelter or through the foster program.  

Animals brought in that are not generally cared for (e.g., wildlife or non-domesticated animals) refuge partners are 

contacted and/or referral is made to assist the visitor and animal. 

• Isolation Kennels - these kennels are used to house dogs that are new intakes to the facility or that need to be removed 

from the adoption area due to injury or illness 

● B Dogs Kennels - depending on the time of year, these kennels are either used to house dogs over 30 pounds that are 

new intakes to the facility or dogs over 30 pounds that are available for adoption (this kennel will be used for one or 

the other, not both at the same time) 

● A Dogs Kennels - these kennels are divided into 2 sections; in the front of the kennel area, these are used to house 

dogs over 30 pounds that are available for adoption; in the back area of the kennel, these are used to house puppies 

and litters (generally under 8-weeks old and under 30 pounds) 

● Quarantine House - this room is used to house animals with suspected contagious diseases including but not limited 

to, ringworm, parvo, distemper, panleukopenia and sarcoptic mange 

● City Cats - this room is used to house any cats over the age of 6 months that are new intakes to the facility or that need 

to be removed from the adoption area due to injury or illness 

List of types of animals accepted at the shelter and their proper veterinary care. 
 

✓ In collaboration with veterinarian staff, technicians and the new leadership team, will identify and document proper protocols for 

animals accepted as well as treatment and care.  Veterinarian expertise will guide and direct, fostering input supporting an inclusive 

culture. 
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● Kitten Iso - this room is used to house any kittens under the age of 6 months that are new intakes to the facility or that 

need to be removed from the adoption area due to injury or illness 

● A Cats/B Cats - these rooms are used to house kittens and cats that are available for adoption 

● Foster program 

The staff person who processes the animal updates their record with the location of the animal and moves their 
paperwork accordingly. A manager decides during the daily walk through whether animals are to be moved to another 
area.  Staff are instructed as stated in the SOPs to immediately notify a supervisor or medical staff of any animal who 
shows any signs of illness or behavioral need outside the normal acceptable standard.   
 
  

Recommendations:  To support current needs of the clinic with growth opportunities, it is recommended the 

shelter develop a relationship with the local community college for veterinarian and veterinarian tech internship and/or 
coop opportunities.  While such relationship will have stipulations and requirements on behalf of the shelter, it is a 
strategic initiative building community relations while possibly serving the shelter’s growth.  It is also recommended 
GSHS continue to evaluate and consider options with a veterinarian who is available for full-time hours (to expand 
clinic hours and/or better support the shelter), possess a strong shelter emergency medicine background with 
schedule flexibility to better fit within the culture and needs of the shelter.  As identified with the shelter, this expansion 
would better serve community and emergency needs of the shelter and its’ animals. 
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5. Daily Operations 

Assessment and Findings:  The initial step McCartney Resources took was to make a site visit, including a tour of 
the facility and an introduction to the Board members, as well as the Executive Director and shelter staff.  We also 
met and asked questions of several staff members and observed a variety of the shelter practices.  We were 
impressed by the knowledge and passion of the employees.   

There are typically two paths for animal facilities, one providing animal control and the other animal services.  GSHS 
is a hybrid model facility, inclusive of both animal control and animal services.  Animal control includes handling stray 
canines and felines, or managing the pet population, and are typically what one would think of as a “dog pound”. 
These facilities have lower adoption rates and provide only core animal control and care services. They also tend to 
have lower costs, but lower quality of life care for the animals. The second to the hybrid model is known as animal 
services whereby the quality of the life of the animal and community engagement is emphasized, with a greater focus 
on higher-visibility adoption efforts (online, in-person and off-site), community vaccination clinics, pet health services, 
behavior training, and dynamic service partnerships. These functions cost more, but also have higher cost recovery, 
higher adoption rates and lead to a higher quality of life for the animals. GSHS has been in a hybrid role since its 
inception, improving animal care and providing innovative programs, but often still viewed as a “control” function.  
 
During open business hours (see below), the public is free to view, interact, and adopt available animals.  The shelter 
also offers affordable spay/neuter services along with other general clinic services, a foster program for animals and 
volunteer opportunities.  Adoption specialists provide adoption counseling as well as guidance and education on 
animal care.  The shelter also has a dedicated area for City officers to drop off seized and stray animals.  

In addition to the shelter being open seven (7) days a week, the clinic offers public hours to include every other 
Saturday allowing flexibility for those seeking basic veterinarian services. 
 

Public Hours of Operation 

Shelter Public Hours Hours Opened Clinic Public Hours Hours Opened 

Mon 12 pm - 5 pm 5  Mon Closed  

Tues 12 pm - 5 pm 5  Tues Closed  

Wed 12 pm - 5 pm 5  Wed 8 am - 2 pm 6 

Thu 12 pm - 7 pm 7  Thurs 8 am - 2 pm 6 

Fri 12 pm - 7 pm 7  Fri 8 am - 3 pm 7 

Sat 12 pm - 5 pm 5  Sat (every 
other) 

8 am - 2 pm 6 

Sun 12 pm - 5 pm 5  Sun Closed  

Total Public Hours 39  Total Public Hours (w/ Sat) 25 

   (allocated hrs open/close 1/2 hr) 7     (allocated hrs open/close 1/2 hr) 4 

Weekly Coverage Required - Public 46  Weekly Coverage Required w/ Sat - Public 29 

    Weekly Coverage Required w/OUT Sat - Public 22 

 

Daily operations of shelter, including hours of operation for animal care and hours of public operation. 

 

✓ Hands-on evaluation and interview of staff (as well as operational records identifying peak hours) with a review of current 

operations and SOP's, outlining recommendations as defined by HSUS best practices in operational procedures. 
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Detailed procedures to include intake, holding and other procedural details are clearly defined in the SOPs.  Upon 
review and because the Executive Director wanted to complete and rollout the SOPs to the staff, McCartney 
Resources attended review meetings, made site visits to observe procedures, conducted research and engaged with 
others for best practices to provide suggestions and recommendations within the SOPs prior to the Executive Director 
presenting to the staff in mid-August.     

In addition to the SOPs, McCartney Resources also reviewed a payroll report and other supporting financial reports 
of the shelter.  No obvious discrepancies were found.  It was identified that payroll is done in real time and paid the 
same week.  Employees are scheduled for their workweek and anything worked over or under those scheduled hours 
are then adjusted the following week creating more work in payroll processing.  It becomes a manual process as 
overtime is calculated and any adjustments made, making processing more time-consuming.  This also allows a 
greater margin of error in overtime calculations and accuracy of adjustments. 

 

Recommendations:  As presented throughout this assessment, additional documents such as job descriptions, 

emergency preparedness plan and other supporting initiatives are covered and more thoroughly explained herein.   
While the shelter exhibits a cohesive environment during open hours and in serving the community, it is 
recommended a review and further consideration be given to implementing the following in support of an organized, 
friendly culture: 
 

• To ensure efficiency and time-saving processing, it is recommended the payroll process be moved to a 
standard timeline where compensation is paid after it is earned (eg, the week before is paid the Friday after);   

• Although an employee Handbook exists, it is recommended a more comprehensive document (draft proposal 
attached) be considered to offer more clear and defined policies and procedures to better support the shelter.   

• Conduct a more extensive review of the Standard Operating Procedures, expanding the volunteer section to 
allow more inclusion in daily process and procedures.   
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6. Safety & Security 

 
Findings and Assessments:  During site visits, discussions, and while reviewing and contributing to the 
development of the SOPs, McCartney Resources included important safety and security references as outlined in 
HSUS guidelines.  Specifically, hazards fall into three main categories: biological, chemical, and physical and are 
more detailed as defined by OSHA. Once identified, hazards can be lessened by changing the way some procedures 
are performed, providing appropriate training, and using personal protective equipment (PPE). 
 
Staff Safety: At animal shelters, the focus is primarily on caring for and saving the lives of the animals brought in. 
Safety is a priority as well throughout the day in dealing with potential hazards onsite, where many of the possible 
dangers can affect quality of life for both animals and people. Making sure staff is trained in animal handling, keeping 
that training current, and providing the equipment needed to work safely are among the best ways to avoid bites, 
scratches, and even back and neck injuries. 
 
An additional resource published by the Association of Shelter Veterinarians (ASV) also offers Guidelines for 
Standards of Care in Animal Shelters, which includes precautions to protect the health and safety of animals, people, 
and the environment in the shelter as well as in the community.  
 
While McCartney Resources did not find any major infractions, listed are a few important observations: 
 

• Staff Security / Public Access Areas:  There is video surveillance at the front door, which holds 2-3 days 
of tape.  The City improved the lighting in the parking lot, which was extremely beneficial for the employees 
working late at night or early mornings.   

• From a general personal safety standpoint, at times there is a single employee at the shelter working 
alone and/or working after hours (darkness) to include the Executive Director sleeping at the shelter after 
working many hours and to care for sick animals. 

• Shelter Staff need to ensure all shelter injuries follow proper protocol and reporting requirements to DHEC 
and/or worker’s compensation carrier.     
 

The following is recommended to enhance and better serve safety and security initiatives: 

 

• Applying the categories and guidelines from the Worker Safety in the Animal Shelter program issued by 
PetFinder which covers key areas – zoonosis, vaccinations, OSHA regulations and trainings.  PetFinder, is 
a non-profit organization offering resources to better support shelters and rescues. 

• Form a committee to include a City representative with a lead who will own and support such efforts, allowing 
the Executive Director to be the oversight of completion and rollout. 

• Confirm required OSHA posters are up to date and displayed in a common area for all employees and 
volunteers to view.  

Safety and security of people and animals. 
 

✓ Identify and develop standards as recommended under HSUS Guidelines to safely and comfortably shelter animals and those 

caring for and visiting the shelter.  Identify and document potential hazards and obstructions recommending a shelter safety 

program. 
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• Ensure employees are properly and thoroughly trained on safety topics, logging training dates to meet OSHA 
requirements.  

• Utilize the City’s resource (Safety & Loss Manager) to conduct a facility safety review, making observations 
and explain the changes needed.   

• To help staff and volunteers better understand the importance of reporting workplace injuries and what 
worker’s compensation coverage provides, coordinate training with the plan carrier (for Worker’s 
Compensation) or utilize the City’s resource to effectively deliver training.  
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7. Animal Intake/Release and Adoption Protocols 

 
Assessment and Findings:  The task of sheltering and caring for the City’s stray, lost, and abandoned animals is 
complex.  Animals come into the care of GSHS in a variety of ways.  Free roaming, stray or lost animals are picked 
up and brought into the shelter by City animal control or private individuals.  Animals are also brought to the shelter 
as a result of enforcement actions.  For example, City police investigations may result in animals being removed from 
abusive or neglectful owners.  Animals are also frequently surrendered by their owners for a variety of reasons such 
as owner infirmity or inability to care for their pet.  On an average day there are approximately 70 canines and 80 
felines in the shelter.   
 
The SOPs detail the intake and release procedures to include recording and recordkeeping as well as categorizing 
animals.  As stated in the SOPs, adoption protocol standards are listed which is an area the Executive Director has 
enhanced by appointing a Lead Adoption Counselor.  Although all staff are involved and contribute at times to 
adoption eligibility, any questionable inquiries or visitor dissatisfaction is addressed by the Executive Director.   
 
GSHS uses an integrated animal control and sheltering software system called PetPoint.  Each animal entering the 
shelter is given a computer generated, unique identification number, known as the Animal ID Number. The number 
links all information about the animal to its record, including any prior stays at the shelter.                   
                         
While the shelter primarily takes in and houses canines and felines, there are a variety of small animals such as birds, 
hamsters/guinea pig, rabbits, rats/mice, ferret, turtle and other small animals that find their way to the Shelter.  Just 
as important is the current facility’s ability to support growth while effectively serving the community and safely housing 
the animals while protecting staff and volunteers.  The yearly intake rates reported by GSHS are:   
 

 

Year Canines Felines Other Total 
2018 (Jan – Sept) 697 1,084 12 1,793 

2017 931 1,350 10 2,291 

 
 

Animal intake/release and adoption protocols, including legal issues related to animal ownership. 
 

✓ Review current practices, comparing to HSUS best practices as well as similar shelters and organizations recommending change.  

Specific to legal issues related to animal ownership, would engage McCartney Resources' legal counsel for guidance and review 

of recommended protocols. 
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Initiatives that have been enhanced or implemented by the staff include foster care coordination and transporting 
animals to other shelters and refuge organizations that have needs in order to help with overpopulation at GSHS. 
The foster care program proactively reduces intake, decreasing an animal’s length-of-stay while continuing to be an 
effective tool for significantly increasing lifesaving capacity without changing the physical size of the shelter.  While 
foster care programs are crucial for achieving the shelter’s Mission, it continues to be at capacity on a regular basis. 
 
The sheer volume of animals handled by GSHS on a yearly basis continues to exceed its capacity, including foster 
care.   As stated by the Executive Director, there are anywhere from 30 to over 200 animals in foster at any given 
time. Generally, about 75% of those animals are kittens, 15% are older cats and the remaining 10% are puppies and 
dogs. 
 
In addition to the foster care program, GSHS has arrangements with rescue organizations to house, care, and seek 
permanent homes for the animals.  Often the rescue organizations will take sick or special needs animals that are 
not easily adoptable and would otherwise be confined for long periods at the shelter.  The rescue program is a vital 
part of GSHS’s ability to save animals from longer stays at the shelter.   
 

Recommendations:  While the staff is very knowledgeable and utilizes the tools required and necessary for a 

successful intake, it is our recommendation the shelter implement use of volunteers with this process (supporting 
current staff).  It is a natural default to hire additional staff; however, volunteers can be quite beneficial with not only 
community engagement from experience (including those that foster and adopt) but also a cost-saving measure.  This 
contributes to building better community relationships as volunteer staff are underutilized in this area and others as 
stated herein.   
 
Incorporating volunteers to assist in more administrative functions will allow those with animal care responsibilities to 
perform the requirements of more complex duties.    

0.18%

19.70%

16.67%

Estimated 2018 Increase 
in Intake of Animals

Dogs Cats Other
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8. Communications 

 
Assessment and Findings:  To successfully have a unified message both internal and external, it is critical GSHS 
develop a brand message focused on collaboration and positive, inspiring communication.  While GSHS utilizes 
limited resources to share information, options for adoptions, donor needs, promoting programs and services 
effectively, the shelter has the opportunity to enhance community outreach and increase visibility.  Also, strengthening 
existing relationships through ongoing, open, and transparent communication is key to continue building trust and 
ensure accountability.  
 
Internal Communications:  An effective and positive leadership initiative began with staff meetings to discuss 
concerns and open the lines of communication.  By creating a transparent and effective work environment, employee 
satisfaction, efforts to reduce turnover and attract new talent to fill open positions became a priority.  Such impactful 
efforts also prevent rumors before they start by taking the time to open lines of communication one-on-one, in a team 
setting and through all employee meetings.  Part of an informal plan, yet intentional to bridge gaps within the teams 
as well as effectively cross-train, employees have a more solid understanding of performance expectations and 
customer service initiatives to better serve visitors.  With communication that leads to clear goals and well-trained 
staff, GSHS will have a better chance of ensuring customer interactions are positive to also include volunteer 
interaction and opportunities to expand their contributions. 
 
While working on this project and having the opportunity to interact with the Executive Director, shelter staff and Board 
members, it is clear they are building a solid cohesive environment to better support each other and the community. 
Through conversations with shelter staff, this has been validated along with positive comments about leadership 
change. 

Also, under the SOPs, the Executive Director noted that any media interaction and contact would be addressed and 
responded to by her and/or a designated Board member.  This effectively guides employees on who will respond to 
such inquiries.   

External Communication:  Currently, the organization’s primary form of public communication is FaceBook and 
periodic media interviews as well as special events.   The Shelter’s website has undergone an upgrade to improve 
functionality, making it more informative and interactive through new design and technology.  The website is the most 
informative communication tool of the shelter. 
 

Recommendations:  To strategically align adoption, donations and fundraising opportunities (along with positive 

community perception), it is recommended an effective communication plan be implemented.  Along with a draft 
proposed communication outline (attached) listed is a brief overview of each key area: 

Internal and external communications procedures. 
 

✓ As stated in the Strategic Plan, an ideal opportunity with new leadership and branding necessary to support operations, 

communicating clearly, frequently and with consistency both internally and externally is key to success driving growth and financial 

sustainability.  Establishing and adopting a communications plan to guide the how, who and when of branding efforts begins with 

internal influencers such as staff and key stakeholders to include members, donors and the Board ensuring a solid knowledge 

base and consistency in messaging.  Understanding the competitive market, the communications plan will then include external 

audiences in a campaign format to inform and/or influence branding efforts, funding/donor contributions and financial stability.  

Input and support would be enlisted from Board and/or staff with sales and marketing backgrounds to begin the 'buy-in' process. 
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• S.W.O.T. Analysis 

• Setting a Communication Goal  

• Develop Communication Programs and Initiatives 
o Create themes 
o Share stories with many pictures 
o Make the ask – adopt, volunteer, donate 

• Identifying Communication Portals and Timeline (Peaks and Valleys) 
o Website banner / themes (one-way conversations) – an essential tool in communicating.   
o FaceBook [share stories; produce live feeds] (two-way conversations) 
o Twitter and other short, immediate electronic communication tools 
o Holiday related messages with themes 
o Create customized themes, aligning with the mission statement 

• Draft a Media Response Statement for Negative Comments/Feedback 
o Understand public awareness of the issue 
o Determine the crisis and need for [immediate] response 

• Conduct an Evaluation of Successes and Failures 
o Tracking data to clearly identify measurables  

 
External Communications:  Because the shelter website is the most impactful and effective communication tool the 
shelter has for reaching the community, as previously recommended, it is important that downtime be limited, 
communicated in advance to the community and display a ‘temporarily down, please come back’ banner.   
 
We also recommend that the membership application process be automated as this is a key location to gather 
information to build membership contributions whether volunteers of time and/or fundraising.  This can be done similar 
to the donor section of the website where payments are accepted online.  Offering ease and will increase contributions 
to the financials by simplifying this process.  
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Using the membership list, it is our recommendation the shelter develop a quarterly newsletter to share upcoming 
events, ask for volunteer help, list supplies needed, tell a pet story with pictures, offer animal care tips, behavioral 
tips and training ideas… and ask for donations.  It is also best practice to run a themed campaign through the 
newsletter highlighting partners, successes, needs, etc. as a recognition to encourage other donors to give and 
volunteers to sign up.    
 
Often shelters develop relationships with local community colleges to assist in many areas including recruitment, 
internships, co-ops, special projects and signing up volunteers.  For example, Horry-Georgetown Technical College 
offers prep courses for Vet Tech certification with possible externship program (observing and working at the facility, 
while learning) requiring each student complete 30 hours of hands-on training in addition to 80 hours of course work 
(Workforce Development, Continuing Education Fall 2018 Catalog).  Additionally, the college requires students 
enrolled in the Business Administration program to participate in supervised cooperative work experience internships, 
a possible resource for GSHS seeking support in operations, social media, marketing, event planning, accounting, 
etc. Developing these relationships is also recommended to further expand resources to fill needs.   

 
Internal Communications:  To continue better supporting the staff, it is recommended a review of technology 
options be conducted for improvements and/or potential new software programs (e.g., MS Office is an inexpensive 
tool that can be designed to complement the website with shelter email addresses, calendar sharing, planning, and 
much more while being licensed to the shelter) to better streamline communications and retain them so when change 
occurs, supporting information and documents are easily attainable.  Other inexpensive options to retain documents 
for succession are iCloud-based programs that include storage of documents.  These too can also be linked to MS 
Office through OneDrive, Shared Drives, etc.  
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It is recommended that such engagement with staff, volunteers and donors be tracked to measure successes and 
potential need for changes.  This can be done through periodic surveys of staff; maintaining a detailed active volunteer 
list; tracking donations by business and community perception through information gathering from donors.  This data 
is important in identifying needs, concerns, changes and strategies.  
 
It is further recommended that simple performance evaluation documents be developed and reviewed on an annual 
basis.  Offering feedback and an opportunity annually to set goals will support a development environment for the 
staff and alignment with meeting the organizational needs.  
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9. Emergency Plans 

Assessment and Findings: The purpose of a disaster preparedness plan is to serve as a reference tool for effective 
preparation and standard operating procedures for evacuation.  While McCartney Resources did not find emergency 
manuals or procedures, the staff effectively thought through an emergency plan and began their research.  To support 
such efforts in formalizing a plan to serve as a reference tool during the time of need and to be annually reviewed for 
effectiveness, below are recommendations to support initiatives in developing a plan.  
 

Recommendations:  McCartney Resources developed a proposed draft Emergency Preparedness Plan and 

recommends review and application of the plan for GSHS. The purpose of this Emergency Preparedness Plan 
outlines a foundation for a clear and concise plan protecting animals who are housed at the Grand Strand Humane 
Society (GSHS).   The Emergency Preparedness Plan seeks to address the following objectives: 
 

• Be fully prepared at all times possible to appropriately handle disaster situations faced from natural and man-made 
disasters through training and monthly preparedness evaluations. 

• Train staff and volunteers according to National Incidents Management Systems protocol and. 

• Conduct evacuation of shelter animals based on the severity of impending weather and/or severity of damage due to 
a disastrous incident to shelters with whom Memos of Understanding (MOU’s) have been established.   

• Coordinate with City of Myrtle Beach and Horry County Emergency Management Emergency Support before during 
and after an event.  

• Include any operational plan for disasters other than hurricanes which may include any incident that affects the physical 
facility and impair normal operations for a significant period of time.   

 
Within the proposed plan the standard guidelines to prepare for disasters/emergencies such as: 
 

• Tropical storms and hurricanes (emergencies with warning/preparation time) 

• Tornadoes (emergency with short warning time) 

• Hazardous materials (HAZMAT) incidents 

• Transportation emergencies, (emergencies without warning time) 

• Internal emergencies (bomb threats, criminal activities) 

• Fires 

It is further our recommendation the Board of Directors, Executive Director and staff develop a budget to include 
reserve funds in case of emergencies.  It is also recommended a committee be developed to include staff, Board 
members, volunteers and members offering a variety of contributors to include those available to assist during an 
impending disaster as well as reliable resources to assist after the event. 
 

Additionally, it is recommended that while the staff is very active with colleagues of other shelters, there be a detailed 
contact list of sheltering options and specifics relating to animals accepted, transportation needs, length of stay (is it 
temporary for the animals or permanent), etc. This should include options in other counties, regions, and states for 
reliable resources to aid during the recovery period. 
  

Emergency Plans. 
 

✓ Develop guidelines for disaster planning and emergency effectiveness through mitigating risks; preparing facility, employees and 

administration; address responses and recovery efforts. 
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10. Description of Facility 

Assessment and Findings:  The shelter was constructed in the 1970s and has received updates and remodeling 
as necessary to support immediate needs of the shelter.  Because the property is owned and leased back to the 
shelter by the City, upgrades and repairs have been funded and coordinated by the City.  Throughout the project, 
McCartney Resources has met with City representatives in evaluating immediate facility improvements and 
inspections.  While not addressed in this section specifically, GSHS exceeds capacity on a continual basis which 
speaks to the growing population within the Myrtle Beach metropolitan area and the service required to care for and 
temporarily meet housing needs. 
 
Most recently, the City coordinated and funded improvements to include:  installation of two LED floodlights for the 
lighting of the parking lot plus one installed at the rear of the property to light the rear kennel area.  Additionally, 
improvements are to include removing small trees from the drainage pond next to the roadway to assist with drainage 
issues which was a concern of staff (flooding caused unsafe conditions for some animals). The outfall pipe from the 
pond going to the ditch was also cleaned out. Another priority need was the sewer division installing a deeper sanitary 
sewer pump station to assist in the drainage issue with Kennel “B”.   The City is currently working on a project to 
enhance the dividers between the kennels to minimize the risk of aggressive canine behavior.  The City is aware of 
additional needs and retaining a list of facility improvement and maintenance needs as they are addressed on a 
maintenance need basis. 
 
Under HSUS building standards a shelter must provide facilities appropriate for the species, the number receiving 
care and the expected length of stay to ensure physical and psychological well-being of the animals. Facility design 
should provide for proper separation of animals by health status, age, gender, species, temperament, and predator-
prey status to include enough space for shelter operations such as intake, examination, holding, adoption, isolation, 
treatment, food storage, laundry and when necessary, euthanasia.   
 

Recommendations:  It is our recommendation that while the City continues to evaluate and plan for repairs 

and upkeep on the current facility used by GSHS, consideration be given to the following: 
 

• Expanding the current facility into surrounding City-owned properties; or  

• Relocating the shelter to another larger, more accommodating facility (which may or may not be City owned). 
  

Physical maintenance of exiting shelter facilities. 
 

✓ Utilize and apply HSUS building standards and recommendations for condition of facility to include referral services offered for 

inspections and facility improvements.  This may uncover building needs to include changes and costs. 
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11. Structure and Operation Standards (Management Plan)  

Assessment and Findings:  With an overall assessment of GSHS’s management and structure, meeting with key 
stakeholders, conducting extensive research and comparing best practices with like functions, the goal has been to 
analyze the organization’s strengths and weaknesses as well as functions of the Board of Directors, volunteer 
engagement and membership management. To drive and support change strategic objectives are recommended for 
GSHS as guidelines based on the overall assessment.  To better understand best practices, research and surveys 
were also conducted on like-model shelters as well as shelters that may offer insight to growth potential. Specifically, 
and as recommended by the local State Chapter of HSUS, a like-model would include Dorchester PAWS and for 
future growth the Charleston Animal Society.  Further, recommendations are made for the City to consider when 
forecasting needs and enhance support of GSHS.       
 

I. GSHS – Key Areas 
 

1) Financial Management and Stability 

2) Operational Alignment and Effectiveness 

3) Management Growth (Development / Succession Planning) 

4) Considerations for a Capital Campaign and/or Facility Expansion 

Recommendations:  Under each objective are recommendations with a brief overview:  

1) Financial Management and Stability – there are some practical recommendations regarding the financial 
well-being of GSHS, operational enhancement of the organization and cohesive community interaction 
to better support the organization.   
 

• Identify and understand revenue streams and variable expenses/fixed costs  

• Potential Revenue Streams 
✓ Individual Donors  
✓ Identify and Cultivate Major Donors  
✓ Foundations and Other Organizations  
✓ Corporate Giving  
✓ Government Funding  
✓ Sponsorships 
✓ Membership Fees 
✓ Clinic Services 
✓ Grant Writing 
✓ Adoption Fees and Events 

Develop a master plan to ensure an up-to-date facility that meets HSUS animal shelter standards. 
 

✓ Aligned with the current Strategic Plan and supporting the mission of the organization, the Plan allows for opportunities of future 

development for the facility, its' staff, stakeholders, Board of Directors, members and most importantly the community.  The 

focus would be to integrate what is in existence (everything from people to procedures to protocols to experiences to facilities 

and much more) while identifying new opportunities in key areas to support the Strategic Plan.  Aligning a plan that has fluidity 

for changes as necessary would also include HSUS standards to ensure community confidence in deliverables. It will be key to 

enlist input from stakeholders, staff and volunteers so that their ideas are heard and integrated in the plan.  Again, buy-in is critical 

to success in function and deliverable.  It is also a great contributing factor to the financial success through consistency and 

branding. 
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• Expenses / Costs – Best practice is to simplify and divide into two categories (Variable / 
Fixed) 
✓ Variable expenses will fluctuate and are important to understand to better respond to meeting 

the needs of the expense (and what has generated the expense).  For example, peak seasons 
wherein the largest increase of intake occurs and being prepared to financially manage the need.    

✓ Fixed costs do not change with the amount of goods or services provided.  For example, includes 
utilities, insurance, medicine, web-hosting fee, etc. 

• Design an operating budget prioritizing expenses and forecasting expenditures  
✓ Because the shelter cares for animals (its primary mission), develop enterprise budgets for each 

type of animal (e.g., kittens, puppies, dogs, cats and others); thinking critically in advance will 
better position the shelter to seek ways to reduce costs through multiple resources and plan for 
possible challenges (testing the resiliency of the budget to changing economic conditions or 
increasing animal care costs or staff changes). 

✓ Enterprise budgeting is not to be designed as profit model but a forecasting model to use in 
planning care, especially capacity of care whether in shelter (short- or long-term care), fostering, 
transporting to an affiliate, etc. tracking financial indicators to better anticipate need.  This should 
always include tangible costs (e.g., vaccinations, microchip, medicine, food, etc.) and non-
tangibles (e.g., labor costs necessary to care for the animal). 

• Identify goals to better serve labor costs (incorporating volunteers in more functional areas) and 
retention efforts 

✓ Utilize volunteers for special events to manage labor costs (exceptions could be Lead adoption 
counselor and the Community Outreach and Volunteer Coordinator) 

✓ Implement a pilot program to integrate volunteers to handle administrative tasks 
✓ Collaboration with local colleges or high schools to implement internship or co-op relationships 

• Hire seasonal workers for peak times throughout the year including summer 
• Implement attainable goals to increase grant-funding opportunities and sizeable donations 

✓ Hire a grant writer (funding project-based work like spay/neuter clinics, emergency care, 
updating or expanding facilities, or enhancement of pet adoption programs) Estate 
donations 

✓ Sponsorships (gifts in kind) for large equipment and bulk supplies 
✓ Sponsorships for events and programs (different levels of sponsorships)  
✓ Research grant opportunities online (https://charitypaws.com/grants-animal-shelters-

rescues/) 

• Set up a reserve fund for emergencies and special projects such as: 
✓ Staff and Volunteer Training 
✓ Disaster Recovery 
✓ Research and activities that enhance the welfare of animals and shelter facility 

 
2) Operational Alignment and Effectiveness   

 

• As one of the most valuable tools of the organization, it is important to align a Mission Statement 
by a) clarifying purpose and determining direction; b) motivate staff as well as support Board and 
Volunteers through culture; c) give focus for energy and attention (where time and resources are 
spent); and d) send a power message to the public (drawing people in to support the work of the 
shelter).   

• If integrating a Vision Statement as well, note this is where the beliefs and values are stated 
while the Mission Statement outlines the present plan to realize the vision.  Key word is ‘present’ 
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as both statements should be reviewed annually and always the result of collaboration of 
leadership and staff (to include the Board). 

• Streamline organizational effectiveness; the organizational charge and efficiencies through 
SOPs 

• Launch a communication plan that is multi-purpose – sharing information while making the ask 

• Engage membership through Board initiatives and collaboration 

• Rethink and redevelop volunteer contributions and shelter operational functions 

• Plan, plan, plan for events – Partnerships are Key, Volunteers are Important 

• Focus on Safety – Development of a manual and training implementation of safety guidelines 
 

3) Management Growth (Development / Succession Planning) 

• Determine organizational growth initiatives – Strategic Planning 

• Identify current talent for succession planning and gaps for recruitment 

• Financial understanding with financial planning 
 

4) Considerations for a Capital Campaign and/or Facility Expansion 

• The community’s perception 

• Current facility with expansion options – determining capacity 

• GSHS purchasing raw land to build 

• GSHS purchasing shell facility and land to redesign 
 
Although the below areas were not specifically stated in the original scope, we felt the need to bring these 
areas to the forefront: 
 

• Fundraising – A more solid, stronger focus.  Sustainability is key to the shelter’s financial 
independence.   
 

• Grant Writing – A comprehensive list of grant opportunities is found on a variety of websites to include 
HSUS.  Dedication to this initiative is a must to positively contribute. 

 

• Cost Containment – As stated herein, continuing to build relationships with local businesses will open 
opportunities for donated items (eg, binders, copy paper, office supplies, etc.) as well as recruitment 
of and more utilization of volunteers to support operational functions, etc.  All contribute to saving 
dollars! 
 

II. City – Key Areas 

 

1) To ensure adequate financial support it is our recommendation the City continue providing its quarterly 

contributions at a rate determined by City Council.  To support forecasting efforts, it is recommended the 

contributions be recategorized with conditions, requesting GSHS provide an annual report on the following: 

 

Financial activities that include capacity of care for animals collected by The City of Myrtle Beach Animal 

Control officers.   

a. Amount and Breed of Animals  
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b. Sheltering and Supplies 

c. Veterinary Care  

d. Any special need for the care of animals seized 

 

2) In support of continuing repairs and/or upgrades to the current facility housing GSHS, it is recommended the 

City appointed Director(s) on the Board of Directors collaborate with GSHS to strategically plan and submit 

requests to the City as needed (and prioritized).  This would create a more detailed process identifying needs in 

advance for planning and funding.     

 

3) To review and address care of capacity, it is also recommended the City collaborate with GSHS to identify any 

options for expansion and/or offering of different land and facility to better serve the growing population.  While a 

capital campaign would be led by GSHS and its Board of Directors as it is a 501(c)(3) organization, through such 

collaboration the City may be able to contribute to long-term capacity solutions.     
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Attachments 

 

Attachments – Although listed individually, attachments may be referenced in multiple sections: 

1. Requirements for Board Members 

• Board Position Descriptions 

• Code of Conduct and Ethics Statement 

• Application to Serve on the Board 

• Bylaws 

• Orientation Checklist for Board of Directors 

• Guiding Principles & Best Practices for SC Nonprofits – Together SC  

2. Job Descriptions – Shelter Lead Management Team 

• Executive Director 

• Business Manager 

• Community Outreach and Volunteer Coordinator 

• Lead Adoptions Coordinator 

3. Job Descriptions & Training – Shelter Staff / Volunteers 

• Animal Care Taker 

• Enrichment Coordinator 

• Intake Coordinator 

• Intake Adoptions Assistant 

• Lead Kennel Technician 

• Surgical Coordinator 

• Vet Tech 

• Veterinarian 

• Front Desk 

• Volunteer 

• Orientation Checklist for Staff and Volunteers 

4. Types and Care of Shelter Animals 

• Standard Operating Procedures (SOP) 

5. Daily Operations 

• Employee Handbook 

• Standard Operating Procedures (SOP) 

6. Safety & Security 

• Starting a Safe Havens… Safety & Security Materials (HSUS Guidance) 

• Employee Handbook 

• Standard Operating Procedures (SOP) 

• Worker Safety in the Animal Shelter (PetFinder) 
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• Guidelines for Standards of Care in Animal Shelter (Assoc of Shelter Veterinarians) 

7. Animal Intake / Release & Adoption Protocols 

• Capacity for Care Calculator Sample 

8. Communications 

• Communication Outline & Recommendations  

9. Emergency Plan 

• Emergency Preparedness Plan 

10. Description of Facility 

• Capacity for Care Calculator Sample 

• HSUS Shelter Design with Building Standards 

11. Management Plan 

• Capacity for Care Calculator Sample 
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