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What is the Right Time? 

“The time that best allows services to be provided in 
alignment with animal and human need and shelter 
capacity.”



THREE Elements of Right Time

Right time to 
ENTER

the shelter

Right time to 
SPEND IN 

the shelter

Right time to 
LEAVE
the shelter



• Many professional services are 
offered by appointment for 
non-emergencies

• Not a short-term response to 
COVID that should be 
suspended

Appointments



All of the results for us were (and are) 
just what you’ve written 
about. Shortened length of stay, 
reduced intake, happier animals, and 
YES - a huge boost in staff morale!

Statements like “I can’t believe we 
didn’t do this years ago!” And “We 
don’t have to return to the old 
chaos/stampede methods, do we?” 

Humane right

Cliff Bennet, Flathead Co. Animal 
Shelter, Billings, MT



• Intake by appointment has 
coincided with a historic shelter 
staffing and veterinary service 
crisis

• Unregulated intake is not a 
solution

• Neither is accepting ongoing 
gaps between shelter service 
capacity and need

Cause Versus 
Association





Right Time in Shelter 

…for each animal to receive the Right Care and get to the Right Outcome.

As SHORT
as possible

As LONG
as neededand





Adoptions by Appointment

People Need 
to See the 
Animals

AND
Animals 

Need Rest 



Benefits for Animals

“The general kennel noise levels 
were significantly lower when 
visitor access to the kennel area 
was restricted. Furthermore, dogs 
were found to display behaviour
indicative of improved welfare 
during this time period”



Benefits to Staff
“Because of appointment-based 
services, the care centers are less 
chaotic and staff better able to 
perform their daily tasks without 
constant interruption. Employee 
injuries have reduced by 44 percent 
because staff are less rushed and 
prone to injury.”



Measurable results
“We noticed that respiratory illnesses 
in cats and dogs decreased by over 
50%. This is attributed not only to 
fewer animals in the care center, but 
also fewer people and a more 
controlled environment, contributing 
to a calmer and healthier experience
for animals.”

Before After



Win, win?
Live release rates have increased 
from 54 percent to 68 percent for 
cats. Dog live release rates 
remained steady at 88%...



Not so fast

Why Did You Choose This Pet?: Adopters and Pet Selection Preferences in Five Animal Shelters in the United States 

https://www.ncbi.nlm.nih.gov/pmc/articles/PMC4494324/

https://www.ncbi.nlm.nih.gov/pmc/articles/PMC4494324/


Hybrid Approach
• Balance need for quiet times and predictable 

staffing with need for animals to be seen and 
realities of adopters’ schedules

• Offer appointments at a variety of times, 
including same day/”instant appointments” –
allow walk throughs with appointments 

• Also consider offering select walk-in hours in 
alignment with animals’ and staffs’ rhythm for 
work and rest

• Look out for bottlenecks either way



We encourage our staff to be as flexible as 
possible in accommodating potential 
adopters who come to our care centers. 
We evaluate data weekly to gauge 
program efficiency and make changes as 
needed. 

For example, during the first 18 days of the 
program, there was a 51 percent no-show 
rate for appointments. DACC quickly 
doubled the amount of available 
appointments and accommodated more 
walk-ins, with 23 percent of walk-in visits 
resulting in an adoption.



Just one change
It felt like night and day when we stopped taking 
surrenders in on the weekends – we were able to 
complete so many more adoptions and focus on 
getting animals out the door so during the week we 
had more room to take them in! We didn’t receive 
much push back at all and would make exceptions 
for those who couldn’t make it in during the week 
when needed…Also, the adopters were more 
comfortable/happier.

- MSPCA, Boston, MA




