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EDITOR'S LETTER

PUBLICATION DEPARTMENT UPDATES

To say that PCSA is going through some busy and
exciting times would be an understatement.

Besides our recent name change and the
changes in branding and logos that goes with it,
most departments are evaluating their programs
and policies, and making changes where improve-
ment seems possible.

The PCSA Publications Department is no
exception. I recently fielded numerous bids from
a variety of printers to see if I could streamline
costs and provide a better journal package to our
members. I believe I've succeeded on both counts.

The issue of the Pet Services Journal you
now hold contains more advertising and color
pages than ever before. Our press run was also
the largest ever, thanks to an increase in active
members. These are all good signs for our publi-
cation. We've doubled our color-page forms dur-
ing the past few issues, and there’s no reason why
we can’t continue to build on this trend. Color
pages are an expensive proposition, and they can’t
appear just anywhere in the Journal. Specific
color forms are printed once ad revenue justifies
an increase in pages and/or color. (This issue has
three inside eight-page color forms and one eight-
page color cover form for a total of 32 color
pages.) I'm encouraged by our increase in ad
sales and predict this trend to continue, especially
as PCSA increases our visibility to the general pet
industry and public, which is one of our goals.

You probably noticed that your issue of the
Journal didn’t arrive in its usual white mailing

By Phil Samuelson

envelope. As a way of reducing mailing costs and
increasing association advertising opportunities
(convention reminders, department promotions,
etc.) we'll now be mailing out our journals with a
cover wrap rather that in an envelope. Our insert
advertisers will now be “tip-in advertisers.” Our
tip-in ads are designed for easy removal, so this
change should have a minimal effect on readers.
With our new printer, all of the Journal will be
printed with eco-friendly ink, a change I'm sure
many of our members can appreciate. The new
journals will be mailed straight from the printer
rather than from a secondary mailing house like
we did before. This new mailing process will be
more cost effective and efficient.

One final recent change in the PCSA
Publications Department is the manner in which
we compile and mail our Boarderline e-newslet-
ters. Along with our new Web site, I now have a
new template, database, and method for complet-
ing and formatting our monthly e-mail material.
Our old system was problematic, particularly with
database issues. All too often, I would hear from a
member who did not receive the e-newsletter. I
expect this issue to end with our new system.

I hope everyone is enjoying their summer. As
always, if you have a comment or suggestion for
the Pet Services Journal or Boarderline, please
don’t hesitate to contact me at (877) 570-7788
ext. 25 or phil@petcareservices.org.
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PRESIDENT'S COLUMN

Pet Care Services
Association—
Industry Leader
in Principle

and Practice

By Charlotte Biggs, CKO
PCSA President/CGO

In the area of education
and information, the
Level III CKO program
is being updated and
revised to reflect the
current pet care industry

information.
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t is with great pride and respect that I

watch and participate in the growth of this
association. I have personally participated in
the research and discussions; and ultimately
the decision to change the name of ABKA
to Pet Care Services Association (PCSA). As
with all efforts extended by the association
on behalf of its members, this decision was
considered most thoughtfully and sincerely
before the actual decision was made. This
decision—as with many others that have
been made over the years—is a reflection

of the principles of this association as estab-
lished by the founders of the association and
carried through to the membership of today.

The Pet Care Services Association over
the past five to 10 years has grown in its
breadth of membership to include not just
boarding services but dog daycare, grooming
and mobile grooming, training, full-service pet
care facilities, pet care chains and franchises.
Our suppliers and vendors have grown, too,
and now support the needs of not just
building and operating a pet care facility,
but how best to operate such a business in
today’s fast-paced and high tech world; pro-
viding information, products and services in
the areas of human resources, insurance, soft-
ware, staff development from a businesses’
needs, as well as development in the hands-on
care of pets, and more.

There is a reason why these members have
come to our association. They recognize the
principles of personal and professional
growth through education, information-
sharing, networking, and cooperation within
the industry—the same principles we were
founded on. These founding principles of
Pet Care Services Association have brought
us to a position of leadership within the pet
care industry. It is these principles put into
practice that truly brings the value of mem-
bership to our members. We are committed
to continued practice of these principles as
we move forward today and into the future.
There is much activity going on within the
association to insure that in practice we pro-
vide the best possible programs and services
to our membership. We have established a
set of “Standards and Practices” to add to
the professional standards that our Ethics

Program and the Pet Owners Bill of Rights
provides for us. We are in the process of
establishing VFA (Voluntary Facility
Accreditation) standards for Pet Dog
Training and for Grooming.

In the area of education and information,
the Level III CKO program is being updated
and revised to reflect the current pet care
industry information. Additional staff and/or
management education programs are being
looked at and developed. The Web site has
been updated and expanded.

In the area of education and information,
in addition to our annual convention we have
added a second national meeting in the spring,
providing an additional opportunity for
educational seminar attendance, networking,
and the latest information available from
vendors and suppliers. The Basic Training
program for those interested in getting into
the industry—or those who may be interested
in adding a new service to their already-
established business—is offered twice a year
and provides exceptional content. We are
currently looking at how we might best expand
the reach of the educational and networking
opportunities that our regional meetings
provide so that we reach more members
on a local basis throughout the year.

There is much thought and analysis put
into what value the Pet Care Services
Association can best bring to you and your
individual businesses. One of the most
significant values would be to educate the
pet-owning public to the fact that as a mem-
ber of the Pet Care Services Association you
are someone they want to know and use. This
is the purpose of building a brand image.
The initial efforts of building the brand
image have begun and there will be a great
deal more to come. This is an effort that will
grow progressively upon itself. Building the
brand awareness for the Pet Care Services
Association based on these principles put
into practice will truly reflect that we are
leaders within the pet care services industry
and within our own communities.

Have a wonderful summer season! I
look forward to seeing you at the Pet Care
Services Association Annual Convention &

Expo in Pittsburgh this October. ¥
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THOUGHTS

FROM THE

What's in a
Name? A Lot!

By Joseph Lyman
PCSA CEO

When the association
performed three separate
pet owner awareness
surveys over the past six
years we learned that
there was a dramatic
lack of awareness of who
ABKA was and what
it did.
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DIRECTOR

illiam Shakespeare wrote in Romeo and

Juliet, “What’s in a name? That which
we call a rose by any other name would
smell as sweet.” Unfortunately, what may
have been true during the age of the
Montagues and the Capulets isn’t the same
in the technology age we currently live in.
Names, words and symbols mean a great
deal. They form positive and negative public
opinion, drive customer awareness and can
mean the difference between success and
failure in some cases. This is one of the
primary reasons why ABKA recently
changed its name.

Over the past 30 years and due to no
one’s fault, we failed to proactively promote
the positive benefits our industry has to offer
to customers, mainly the quality pet care our
members provide to pets in their care. We
simply had concentrated on improving the
quality of service offered to those operating
in the pet care service industry. To many,
this is commonly referred to as the “If we
build it, they will come,” effect. Again, what
may have been true decades ago isn't true
today. The rules have changed. Not only does
one need to build it, it needs to be promoted
and reinforced over and over again.

Although not everyone is happy with
the name change, there were good reasons why
the name was changed. First and foremost
was the serious lack of awareness in the mar-
ketplace for PCSA’s old name, ABKA. When
the association performed three separate pet
owner awareness surveys over the past six
years we learned that there was a dramatic
lack of awareness of who ABKA was and
what it did. Furthermore, names should
speak to what we do, and having an acronym
for a name does not speak to what we do.
By reaching out to over 5,000 pet owners
throughout North American, we were able
to discover that the issue of pet care was an
important theme to them. By obtaining this
valuable information, our board of directors
was able to craft a name that not only spoke
to the business our members perform, but
also reinforce the theme of quality pet care
that our members offer to pets in their care.
Additionally, these same respondents rated
the association name Pet Care Services

Association highly. The pet-owning public is
an important part of business and a massive
source of potential revenue in the future. It
should be our goal to reach out to these
individuals, too.

Second, the association’s members have
evolved over the past 30 years. Whereas the
majority of members offered only boarding
services 30 years ago, now the majority of
PCSA members offer a multitude of services,
including grooming, dog daycare, and pet
training. To remain relevant and continue
offering the services our members request,
we needed to change the name to ensure
that multi-service facilities are well repre-
sented. This ability to represent all our
members will also increase the value we offer.
By propetly representing the four primary
services our members offer (Boarding,
Grooming, Dog Daycare, and Pet Training),
this lowers the amount of money needed for
members to pay additional dues to other
organizations for the same services.

Finally, PCSA reached out to our mem-
bers not only in focus groups, but also to
the membership-at-large during the 2007
Annual Convention in Sacramento,
California, to ask their opinion about a
name change. Although there was no clear
consensus about what the name should be
changed to, a majority did agree that the
name should be changed to better represent
association members.

Although change is not always easy, the
opportunities to reach out to the pet-owning
public-at-large to promote the quality pet
care our members offer is lucrative.
Currently, the percentage of the pet-owning
public that utilizes our industry’s services is
in the single digits. With over 100,000,000
dogs and cats kept as pets around the world,
just a 10-percent increase in business equals
$780,000,000. To this end, PCSA plans to
spend roughly $5,000,000 over the next 20
years to promote the quality pet care our
member facilities offer to drive potential
customers to use their services. It is our mis-
sion to improve our member’s business by
not making their piece of the pie larger, but
to increase the size of the pie. If we can do

this, then we have succeeded. ¥
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ANIMAL HEALTH

Caring for Senior
Pets in Your
Facilities

By Patricia N. Olson, DVM, PhD
Morris Animal Foundation
President/ CEO

If you have specific health concerns,
please e-mail me at
mailbox@MorrisAnimalFoundation.org,
and I'll try to address them in an
upcoming column.
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ver the years you've probably seen an
Oincreasing number of older pets visiting
your boarding facilities. Thanks to better
nutrition and healthcare, pets are living
longer, but that means they also may
require more specialized care. They may
need specialized diets, medications or
modified accommodations to keep them
comfortable. Senior pets face a number
of health concerns, such as cancer, kidney
disease, heart disease, osteoarthritis, and
dental problems. Morris Animal Foundation
has funded many studies into these diseases.
At MorrisAnimalFoundation.org, you can
learn more about this research and down-
load our AnimalNews 8.2 newsletter,
which focuses on senior pet care.

It may surprise you to learn that, on
average, dogs and cats are considered sen-
iors at 6 to 7 years of age. That may seem
young to those of us who have had pets
live into their late teens and even 20s, but
the main reason to start senior care early is
to gather baseline data. Early information
is used as a comparison as the pet ages to
help the owner and veterinarian detect
subtle changes before the pet shows
clinical signs of disease.

be difficult. Older dogs and cats may
need specialized diets to manage health
conditions such as kidney disease. A cat
with arthritis may need modifications on
placement or type of litter box to make
access easier. An arthritic dog may need
extra bedding or orthopedic beds in its
kennel. Both dogs and cats may need
additional grooming because arthritis or
another medical condition inhibits their
mobility and ability to clean themselves.
Also be sure to prevent older dogs from
slipping on wet floors as this can exacerbate
orthopedic conditions.

Exercise keeps both the mind and
body healthy, but older animals may need
shorter, less intense play sessions. They
may also need a bit more supervision
when playing with younger animals that
may get too rough.

An aging pet may need medications
as well. Be sure you and your staff are
educated about the medication, its side
effects, and its administration. Maintain
contact information for the animal’s vet-
erinarian in case of emergency or if you
simply have a question.

Because you don't see the pets in

It may surprise you to learn that, on average, dogs and cats are

considered seniors at 6 to 7 years of age.

Encourage your clients to talk with
their veterinarians about senior care. In
2005, the American Animal Hospital
Association (AAHA) developed the
“Senior Care Guidelines for Dogs and Cats”
for veterinarians. These guidelines include
information on frequency of physical
exams and blood and urine tests that help
rule out or diagnose urinary tract infections,
kidney problems, diabetes, dehydration,
and many other conditions. AAHA
recommends that middle-aged pets
undergo at least annual laboratory tests.
Pets with special needs or illnesses may
need more frequent tests.

Caring for senior pets doesn’t need to

your care every day, you may recognize
physical and behavioral changes that their
owners have missed. One of the best
things you can do for your clients is to
alert them to changes you see. Also,
check out AAHA’s pet owner Web site,
Healthypet.com, for clinical and behavioral
signs in senior pets that can indicate a
problem (this information is also available
in this column’s sidebar). If a pet demon-
strates these signs, alert the owner and
veterinarian immediately. By making
small adjustments to care and helping
clients recognize changes in their pets, you
can be a true partner in helping pets stay
healthy well into their golden years. ¥
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SIGNS OF HEALTH ISSUES
IN AGING PETS

The American Animal Hospital Assoc.
provides the following list of physical
and behavioral problems that can
indicate health issues in aging pets.

e Sustained, significant increase in
water consumption or urination

e Sudden weight loss or gain

e Significant decrease in appetite or
failure to eat for more than two days

e Significant increase in appetite

® Repeated vomiting

e Diarrhea lasting over three days
e Difficulty in passing stool or urine
e Change in housebreaking

e Lameness lasting more than five days
or lameness in more than one leg

¢ Noticeable decrease in vision

e Open sores or scabs on the skin
that persist for more than one week

e Foul mouth odor or drooling that
lasts more than two days

® Increasing size of the abdomen

® Increasing inactivity or amount of
time spent sleeping

e Hair loss, especially if accompanied
by scratching or if in specific areas
(as opposed to generalized)

e Fxcessive panting

e |nability to chew dry food

* Blood in stool or urine

e Sudden collapse or bout of weakness
e A seizure (convulsion)

e Persistent coughing or gagging

® Breathing heavily or rapidly at rest
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DOG DAYCARE

Keeping
Daycare Dogs
Clean

By Jaime Van Wye

For questions or concerns regarding
dog daycare, contact PCSA's Dog
Daycare Section Chair:

Heather Staas

Email: K9capers413@aol.com
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few years ago, I was sitting in my
Avet’s waiting room when a woman
walked in with her yellow Lab and sat
down next to me. “I'm so sorry for the
smell,” she said. “He’s just been at day-
care.” And, in fact, she was correct to
apologize. The dog could have come out
of the city sewer. What was most amaz-
ing to me was that, despite how filthy
the dog was, she seemed to accept that if
the dog went to daycare, he simply came
home smelling like an outhouse.

Some daycares believe that dogs are
dogs, and they’re going to get dirty.
Preparing your clients for a little bit of
filth is smart business. No one wants to
be on the receiving end of a snobby
client who complains about every little
speck of dirt. However, with more and
more daycares entering into the indus-
try, making sure that yours is the clean-
est is even smarter business. Since own-
ers are paying a premium to have their
dogs in daycare, they deserve to have a
dog that was at least as clean in the
evening as it was in the morning.

gencies will keep your clients happy.

Daycare dogs seem to get soiled
from one of two things: the daycare
environment itself or specific messes,
like vomit, slobber, feces, or mud. The
environment is often the biggest cause
of problems like doggy odor or a greasy
coat, while the occasional mess will start
with one dog and then spread through-
out the daycare by his compadres.

The biggest culprit for doggy odor
problems is a lack of adequate ventila-
tion. This is especially problematic for
indoor-only daycares. Stale air in a day-
care quickly takes on a “doggy” scent
that will be absorbed by the oils in the
dog’s coat. Scent issues are often hard to
diagnose internally, because you and
your staff may be completely acclimated
to the day-to-day odor of the daycare. A
good way to check for off odors is to
come in on your day off, or after lunch,
and ask that a daycare dog be brought
outside to you (it is crucial that you are
wearing clean clothes, because your nose
will be accustomed to doggy odor if you

The biggest culprit for doggy odor problems is a lack of

adequate ventilation. This is especially problematic for

indoor-only daycares.

Certainly, keeping dogs in daycare
clean is no picnic. It can often feel like
you're trying to herd cats. Just when one
gets clean, another will go find a mess to
roll in. Group more than three dogs
together and someone’s bound to get
dirty, smell bad, or get slobbered on by
a more effusive friend.

However, taking some simple steps
to keep the majority of your dogs clean
during the day will go a long way
towards overall cleanliness among your
daycare pack. And, when your safe-
guards fail (as they inevitably will—
they’re dogs, after all, and love messes),
developing a backup plan for dirt emer-

are wearing your work clothes). If the
test dog smells bad, you may need to
evaluate whether you are getting enough
air changes in the daycare. A good rule
of thumb is 15 air changes per hour.
Sending your daycare charges home
with a client feedback form is also a
good way to gauge odor issues.

The substrate, or flooring, in your
daycare can also be causing a lot of dirt
and odor build up for your daycare
dogs. If you have outdoor yards, are
they draining properly? Pooled urine or
standing water can cause a multitude of
odor-causing bacteria to proliferate. Is
your substrate easy to clean and disin-
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DOG DAYCARE

fect? More importantly, is your staff actually
cleaning properly? Daycare yards and pens
should be thoroughly disinfected every 24
hours at minimum, and preferably more often.
If your dogs spend the majority of their time
indoors, do you have enough staff to keep up
with the messes, or are dogs often running
around in urine? Could your facility benefit
from an indoor potty area? Are your cleaning
agents getting rinsed properly, or is a layer of
grime and sticky disinfectant building up? A
lack of baseline cleanliness indoors is a sure sign
that you will have dirt and odor issues.

Once you have evaluated the environment
and corrected any problem areas, institute a go-
home exam among your employees. Once the
daycare dogs leave the main group, they should
be quickly wiped down with a clean, damp
towel. A trick used successfully by AKC show
handlers is to wipe the dog with a 1:10 solution
of Listerine and water. The Listerine cuts
through the surface bacteria and leaves the dog
smelling fresh and clean, without a strong per-
fume scent. Some daycares, like Dogma Pet
Care in Massachusetts, stock up on sensitive
skin baby wipes, which work well for dogs with
skin allergies.

Pay particular attention to the head and
face of the dog, as this is what most owners
immediately notice as they greet their dog.
Make sure to wipe down the bottom of the
dog’s paws as well—this is often a big odor-causer. These go-
home exams should take less than 30 seconds and can also
be used to examine the dog for any signs of cuts or scrapes,
which should be pointed out to the owner and treated with
antibiotic cream, if needed.

Other policies to implement in your daycare include
brushing dogs in the afternoon and spot-cleaning messy
dogs as you notice problems. During down time, your staff
can be shown how to brush the dogs with a simple slicker
brush, and they should spot clean any dog with visible stain-
ing or dirt with a high-quality waterless shampoo, such as
Winner’s Circle, and a clean towel. If a dog gets really
filthy—beyond spot cleaning—consider a “discretion” bath.
If you notice that a dog will qualify for a discretion bath
early in the day—you see it roll in feces, for example—then
get the dog bathed as quickly as possible. The dog can be
bathed and then returned to daycare early in the day, keep-
ing everyone else clean and avoiding a last-minute rush to
bath the dog later.

Some facilities will want to charge owners for baths,
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When bathing a dog before daycare pickup, pay particular attention
to the cleanliness of the head and face, as this is what most owners
immediately notice as they greet their dogs.

while others will not. If you do charge, you should be very
clear on your pricing policy for discretion baths (and offer a
significant discount) as owners can get irritated if they feel
that you have bathed the dog just to make some extra
money. A phone call to confirm permission for a bath is
always a good idea. On the flip side, I have found that if you
do give free discretion baths every once in a while, owners
appreciate the extra effort and believe that you have gone
above and beyond their expectations. This, really, is what
keeping clients is all about, and in the long run will pay

back in happy and satisfied clients.

Jaime Van Wye currently works as a kennel consultant,
developing new facilities and improving old ones with her com-
pany Kennelstart. She is also an author, writing on all aspects of
dog management, and recently published the satirical book,
How to Have an [ll-Behaved Dog distributed through Knock
Knock. Jaime also owns and operates an agility and training
center in Los Angeles, The Zoom Room. Jaime can be reached
at Jaime@kennelstart.com, or online at wwuw.kennelstart.com.
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DOG TRAINING

Understanding
Fear in Dogs
Part 2

By Jim Burwell

on

Jim Burwell, Houston’s “Dog Whisperer,”
has been training dogs for 25 years. He
is founder of Jim Burwell's Petiquette, an
in-home dog training franchise. If you
have a question or concern regarding
dog training, contact him at (713) 728-
0610; Email: jim@petiquittedog.com,
training@petcareservices.org.
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ogs can express fear in a variety of ways.
DBecause they have several options, a
dog might show fear one way at one time
and another way at a different time,
depending on its mental state at the time,
the intensity of the fear-inducing stimulus,
the stimulus type, what has gone on just
prior to the “last straw,” the cumulative
effect of several apparently innocuous
stimuli, and other more-or-less obvious
contributory factors.

Most commonly, the dog adopts a
submissive posture, head down, ears back,
tail tucked tightly between its legs. Or the
dog might lie down and roll over on its
side, lifting the top hind leg.

The dog could show a high level of
excitability, panting, salivating, dribbling
urine, or it may whine or bark while
showing a low level submissive posture.
The fearful dog might take flight if he is
able to by running away from the fear-
inducing stimulus. If confined in some
way, the dog might pace, circle or whirl in
a “make believe” running away. The most
dangerous expression of fear is aggression
in which the dog might growl, raise its
hackles, bare teeth and could even nip or

The best we can hope for is to mask the
fear of some things so the dog is at least a
satisfactory citizen. Because in inherited
fearfulness the fear is usually global—that
is, the dog fears everything—we can never
hope to mask all of it. Some fear will
always be there.

The most insidious aspect of geneti-
cally determined fear is that it might not
appear full-blown until the dog is 4 or 5
years old. The dog might act close to nor-
mal, take training perfectly well (though
usually not; in most cases the owner will
notice a “soft temperament”), perform well
in tests and in the field until suddenly the
dog switches from apparently normal to
very fearful. Presumably something, and
it would need to be the absolute correct
trigger for a particular dog’s fear, one day
happens. From then on, the dog is clearly
fearful of just about everything. The big
problem is if the dog has already been
bred and a whole new generation of fearful
dogs is on the way or maybe already
reproducing even another generation.
Obviously, it would take a lot of detective
work and good records for several genera-
tions to get on top of this scenario.

The cure for fearfulness will depend first on recognizing the under-

lying cause—genetic, early environment, associative learning or some

combination of these.

in the extreme, launch an all-out attack
with vicious biting, especially if escape is
not an option. Any one or any combination
of these signals indicates fear levels from
slightly above to a whole lot above normal.
The cure for fearfulness will depend
first on recognizing the underlying cause—
genetic, early environment, associative
learning or some combination of these.
Considering these causes one at a
time, the first, genetically determined fear
or the inherited predisposition for fear, is
the most resistant to change and is there-
fore nearly impossible to completely cure.

Because the underlying cause is genetic,
the fear will always be there. But it can be
made to take a back seat. The first steps
on the road back to a better than just so-so
hunting dog is careful, gentle, obedience
training starting right back with the
basics. The training or in most cases
retraining, should begin with walking at
heel on leash, come, sit and whoa, working
up to down/stays where the dog will sit or
lie down and stay for up to 10 minutes
with the owner out of sight. The dog
must gain self-confidence and self-

reliance. ¥
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CAT BOARDING

Saddle Thrombus

By Susan Edwards

For questions or concerns
regarding boarding or care
of cats, contact PCSA’s Cat
Boarding Section Chair:

Susan Edwards, Cat's Nest Boarding
and Day Care, Milpitas, CA

Email: CatBoarding@petcareser-
vices.org

Ph: (408) 262-5498
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here is a fairly common and serious
Tresult of heart disease in cats known
as arterial thrombosis, saddle thrombus,
or throwing a clot. This occurs when a
blood clot breaks off in one of the dis-
eased arteries of the heart and lodges in
the artery at the base of the spine where
it branches to deliver blood to the hind
legs. Almost all cases are associated with
one of the forms of cardiomyopathy.
(Cardiomyopathy is a very serious dis-
ease in which the heart muscle becomes
inflamed and doesn’t work as well as it
should. There may be multiple causes,
including viral infections.)

Symptoms of a saddle thrombus are
a sudden onset of paralysis in the hind
limbs, profound pain, cold back feet and
legs, and loss of sensation in the hind
feet. There may also be incontinence,
and the clot could affect the kidneys
prior to its lodging at the base of the
spine. Unfortunately, the prognosis is
dire and treatment is most often
euthanasia.

There is treatment for the clot itself,
but the resulting paralysis can take
months to resolve, if ever, and both the
treatment and the rehabilitation are very
expensive. Most veterinarians who have
experience with saddle thrombus will
tell the owner that while treatments are
available, they require a specialist, need
to be initiated very soon after symptoms
appear, they are expensive, and the out-
come is rarely satisfactory.

A 4-year-old cat recently in my care,
with no previous diagnosis or obvious
symptoms of heart disease, showed the
sudden onset of saddle thrombus. He
had eaten well and appeared fine during
the early morning, but by late morning,
his hindquarters were paralyzed, he was
yowling in pain, flopping around in his
cage trying to get comfortable, his hind
feet were cold, and he had become
incontinent. He was rushed to the vet-
erinarian, who administered pain med-
ication and cortisone to relieve any
inflammation. The cat was euthanized
that evening,.

Symptoms of a saddle thrombus are a
sudden onset of paralysis in the hind
limbs, profound pain, cold back feet
and legs, and loss of sensation in the
hind feet.

As upsetting and heartbreaking as
this was, the cat was very fortunate to be
in an environment where his problem
was detected almost immediately, and he
didn’t have to suffer in pain for an
extended period of time. This was the
first time in 13 years that I've experi-
enced this problem. Hopefully, it will
also be the last.

Heart disease is often difficult to
detect in cats, so we, as pet caretakers,
need to be aware of symptoms in order
to alert the owner of a possible medical
problem if they become apparent.
Coughing, trouble breathing when
relaxed, tiring quickly and panting when
playing, and lethargy are all possible
signs of problems relating to the heart as
well as other medical disorders. Other
symptoms include cyanosis or a blue
tinge to the gums and cold extremities.

Prompt action by an owner can help
a cat live a longer more-comfortable life.
Unfortunately, saddle thrombus can’t be
detected early as it occurs suddenly and
without warning, but if the cat has been
diagnosed with cardiomyopathy, we
need to be aware of this complication
and pay special attention. -
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GROOMING

Increase Profits:
Convince Clients
to Have Dogs
Groomed More
Often

By Grace Woodford

For questions or concerns
regarding grooming, contact
PCSA's Grooming Section Chair:

Grace Woodford, CKO

Ph: (770) 253-7234

Email: doghouseknnl@bellsouth.net or
grooming@petcareservices.org
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ost dogs and cats need regular
I\/l grooming and most clients dont
have their pets groomed often enough.
One of the most difficult tasks we face is
convincing our grooming clients to come
back more often. It is better to keep your
approach basic when dealing with clients
that might not understand the intricacies
of what it takes to groom the pet.

First, it is a good idea to educate the
client a little bit. For example, often pets
may look fluffy on the outside, but under
the fluff a multitude of problems can be
found. The coats with the most serious
problems are found on animals who have
trouble shedding their coats completely
clear of the skin. In other words, the dead
coat that loosens gets entangled or matted
into the remaining live hair.

Explain to your clients that dogs have
between seven and 32 hairs per hair follicle,
with one “guard” hair that is course and
grows more slowly. The other hairs in the
follicle are soft “undercoat” hairs, and this
is the problem. The guard hair grows slowly
and stays in the follicle longer. The under-
coat hairs are constantly falling out and
new ones are growing in. This is what

avoid the skin and coat problems I have
described above. The clients will appreciate
your thoughtful comments that could help
them avoid painful problems for the pet
and costly vet bills for the client.

Both facility owners and clients should
take time to understand the natural vege-
tation in their part of the country. Often
there are many kinds of vegetation that
have an exterior that keeps it attached to
whatever it lands on. It is smooth if you
rub your fingers over it one direction, but
in the opposite direction you'll find it
sticky. These ridges keep the “intruder”
from falling out of the animals coat once
it enters. Essentially, this plant matter just
keeps drilling into and through the coat
until it reaches the skin. This is a prob-
lem, and if the client does not take steps
to keep the pet’s coat clear of this kind of
plant, again the client could have more vet
bills. Educate yourself about these kinds
of vegetation so you can keep your clients
informed. This gives you another oppor-
tunity to encourage the clients to bring
their pets in more often for grooming.

Once these plants pierce the skin,
they can become lodged in the coat and

Some clients try to remove mats in the coat by using scissors, which

is extremely dangerous, and they should be told just how dangerous.

causes the “shedding” problems so many
breeds have. Even short-coated dogs like
Jack Russell Terriers and Labrador
Retrievers shed off massive amounts of
hair! Clients need to understand and we
need to educate them about this issue.
Once they understand, they are much
more likely to bring their pets in more
often for grooming. This translates into
an increase in revenue for the grooming
portion of your facility.

Second, pet owner need to understand
that they have a responsibility to take care
of the hygienic needs of their four legged

family member and take precautions to

skin, and when that happens the pet’s
body-protective mechanisms take over. A
small puncture wound is usually created,
and the possibility of infection greatly
increases. Most experienced groomers are
used to seeing these problems walk in the
door. The coat is fluffy on the outside,
usually because the client attempts to
brush the coat at home but doesn’t realize
they need to get 4/l the dead coat out,
down to the skin. Clients also don't realize
they need a professional groomer to really
remove the dead coat, dirt, dander, and
plant vegetation from the pet’s skin and
coat. Clients have no idea that a thick felt
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could be forming next to the dog or
cat’s skin. Again, clients appreciate a
facility owner, groomer or manager
explaining this to them and helping
them understand that their pet needs
to be groomed more than once a year.

Clients rarely want their pet to be
shaved right down to the skin. This gives
you another good opportunity to educate
the client and drum up business. This
kind of education translates into long-
term clientele and long-term increases
in revenue. Well-educated clients tend
to be very loyal. Some clients try to
remove mats in the coat by using scis-
sors, which is extremely dangerous, and
they should be told just how dangerous.
If you think about it, normally there is
about 1/4 to 1/8 clear coat right next to
the skin, and this is the only place you
can actually get a clipper to cut the coat
off. The coat generally comes off in one
big piece all entwined together, and you
literally cannot pull it apart once it is
off the animal. Imagine how it feels
when it is attached to the skin! Clients
that realize this will definitely want to
avoid the procedure! One section will
pull another part of the dog or cat, so
as they move around, the hair attached
to one part of the body is pulling on
another part of the body. This creates
pain, and sometimes the coat actually
causes the skin to tear from the pulling
pressure created. Clients are usually
horrified when they learn the conse-
quences of once-a-year grooming. They
will appreciate you for telling them
what could happen.

Many pet owners have no idea
what is going on under all that hair.
Obviously, the more serious problems
are caused by anything sticking the pet
in the skin. Multiple pustules may form
that are caused by infections when the
body tries to rid the skin of the intru-
sion—even resulting in maggots that
are now feeding on the rotting flesh
created by the unnoticed and untreated

infection. Dogs and cats that are
groomed only once or twice a year
often have these kinds of surprises
under all that fur.

Although you can charge more if
a pet has knots or “matts” in its coat,
clients will spend more in long-term
multiple grooming appointments and
keep their pets healthier. Although a
good and experienced groomer can
remove these kinds of coats without
cutting the skin, some other groomers
are too pressed for time, frustrated at
neglect of a pet, or just so inexperi-
enced they can’t tell when they are cut-
ting hair as opposed to skin. This can
cost your facility money if you have to
pay the vet bill.

So educate your clients and teach
them how to properly brush and comb
their dogs or cats between groomings
and not just brush out the top layer so
it “looks” flufty. Help them understand
that live coat must be clear of all dead
coat right down to the skin. When they
do bring the pet in for grooming it will
take your groomer less time to groom
the pet, and they will actually be able
to book more appointments. Clients
will have cleaner, healthier pets and
fewer vet bills. They will thank you in
the long run and you will build a solid
clientele that understands a little more
about what it takes to groom, what
constitutes quality grooming, and they
will want to bring their pet in for
grooming more often. Your clients will
realize that they have found a very
experienced groomer who truly cares
about the health, safety and beauty of
their pets!

Grace Woodford is a CKO and ISCC
Master Pet Stylist Meritus. She operates a
highly successful boarding facility, groom-
ing shop, and grooming school. You can
get more information on grooming and
grooming schools by visiting her Web site
at www.graywoodacademy.com.
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IS BUSINESS SENSE

POLICIES FOR A SUGGESSFUL
PET CARE FACGILITY paar+)

Anticipating potential problems goes a long way toward

running a smooth business.

knew “Laurie” was going to be a high-maintenance board-
|ing client, just from our initial conversation. She indicated
on the phone that one of her two dogs wasn’t in the best
health; however, she really couldn’t tell me exactly what was
wrong with the little guy.

At our face-to-face interview, Fluffy seemed to be
healthy and alert. A call to Laurie’s vet confirmed that the
dog was okay for boarding, and that he was not being treat-
ed for any ongoing ailments. On the departure day, howev-
er, that all changed when Laurie informed me that I needed
a tutorial regarding all of Fluffy’s medications.
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BY SHANNON HEGGEM, CKO, CMG, NCMG

Laurie had brought a child’s suitcase, which overflowed
with meticulously labeled prescription vials. She had a pill,
potion, lotion, spray or salve for anything that could possi-
bly ever afflict a canine. Except for the creamy pink stomach
remedy, everything else had been dispensed by a local veteri-
narian for Fluffy.

I stood in awe as Laurie went over the detailed instruc-
tions (which were also printed neatly on new labels she had
added to each vial): “If Fluffy coughs two to four times,
give him a tablespoon of cough syrup. If he coughs again,
give him these antibiotics twice daily for three days. If he...”
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In my head, I had already made
up mind: If Fluffy needed any med-
ication for any type of malady, he
would be transported to the vet, as
per the kennel policy. Then, the vet
would decide and dispense whatever
was necessary, since 'm not daring
enough to practice medicine without
a medical license. Fluffy had already
gotten a clean bill of health from the
vet, and at this point I was starting
to realize that Fluffy wasn’t the one
that needed the medications in the
suitcase.

ANYTHING CAN AND WILL
HAPPEN

As caretakers of people’s precious pets,
we are often faced with challenging
situations regarding the pets’ health
and well-being. My experience has
confirmed that old saying about an
ounce of prevention being worth a
pound of cure. Of course anything
can and will happen while pets are in
our care, but I believe the outcome
of these situations is highly depend-
ent on three things: the clients we
allow into our facilities, our timely
reactions to unforeseen situations,
and careful and conscientious cus-

tomer service before, during, and
after an incident has occurred.

It is vital for a pet care facility to have a clearly worded acceptance policy for
potential clients. Simply put, an acceptance policy is a summation of the guide-

lines used to determine a pet’s eligibility to be a guest at a facility.

ACCEPTANCE POLICIES

It is vital for a pet care facility to

have a clearly worded acceptance policy for potential clients.
Simply put, an acceptance policy is a summation of the
guidelines used to determine a pet’s eligibility to be a guest at
a facility. The policy should be clearly stated on the facility
Web site and in all written materials as well.

My facility policy is straightforward: I will happily consider
non-aggressive, housebroken dogs over the age of 9 months
who are current on all vaccinations, for boarding. All male
dogs must be neutered; females can be intact as long as they
are not in season. (I am also careful to state that we cater to
pets with special needs, such as geriatric pets, etc.)

No biters, no chronic cage-soilers, no puppies, no intact
males. Might sound snobby, but I've found that this accept-
ance policy has drastically reduced occurrences of problemat-
ic situations.
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For the record, I absolutely love puppies; however, they
can be messy, noisy, and have underdeveloped immune systems.
I always take the time to explain to puppy owners the risks
of boarding at a young age, and make sure to let them know
that I would love take care of their new baby after his 9-month
birthday. I track these inquiries, and during the ten years
since I implemented this policy, I have lost only one client
due to the minimum age requirement. Through this policy,
I've managed to reduce my potential liability, and have also
strengthened client relations. It’s a win-win situation.

PRESCREENING POTENTIAL CLIENTS

I am convinced that the key to having a successful, profitable
kennel is carefully screening the clients that we do business
with, both two-legged and four-legged. If you are new to the
pet care business, then you might still be at that stage where

Pet Services Journal July/August 2008 21



IS BUSINESS SENSE

you sometimes go
against your best
instincts, and accept a
questionable client.

I think most pet
professionals can say
they've done that at one
time or another. Let’s
face it: It’s difficult to
turn away business,
especially in these
uncertain economic
times. But our instincts
are there to protect us,
and more often than
not, those clients (or
pets, for that matter)
that send up red flags
early in the process are
the ones who end up
causing the biggest
problems.

I have embraced the
concept of being a
“membership” kennel,
which means that all
new clients must first go through an application process
before they can make reservations. Upon approval, I then
schedule a face-to-face interview with the owner and the pet.
Because this process requires the client to be proactive, it has
proven to be a great screening tool.

It starts with the client downloading the extensive appli-
cation forms from my kennel Web site, and submitting them
(along with a copy of the vaccination records from their vet)
for review. This application contains very thorough and
probing questions about health history, daily routines,
allergies, and behavioral habits. This bundle of papers also
includes the boarding agreement/liability release as well.

If the pet is accepted for membership, these forms pro-
vide a valuable hard copy of the pet’s history for the client
file. The forms also open up a dialogue with the client to
discuss any special needs the pet might have. Because the
questions on the form are specific, the client is less likely to
leave something out that they didnt realize was important.
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Dogs must be evaluated for compatibility with other canines if an owner would like them
in daycare activities, and your facility offers this service.

BEHAVIORAL SCREENING
Besides the obvious health-related questions, information
about a pet’s behavioral history can be vital in preventing a
bad situation during boarding. Several years ago one of my
guests became lethargic and sickly. A trip to the vet revealed
a blocked colon—Shelby had swallowed a large rock which
she was unable to pass. Luckily, the vet saved her life, and
she was already out of surgery by the time I was finally able
to reach her owner. When I told her of the incident, she
exclaimed, ”Oh, I forgot to tell you that Shelby likes to eat
rocks!” This would have been helpful information to have
known prior to her stay. However, I still can’t figure out why
the owner didn’t mention it to me as she stood in the gravel-
filled exercise yard with me the day she dropped her off to
be boarded. This was a lesson for me to not make any
assumptions. I ask detailed questions about the dogs’ behav-
ior patterns to avoid a similar incident.

Take the time to look over the forms that you use to
gather information about new clients. Perhaps it is time for
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IS BUSINESS SENSE

an overhaul. Be very specific; think
of the forms that you fill out for the
first visit to a new doctor. Make sure
to include behavioral questions about
reaction to stress, eating patterns,
etc. And, at the end of the form,
leave a large amount of space after
this question: Is there anything else
I should know about your pet?
Sometimes the most valuable infor-
mation shows up as a response to
this question.

PRE-BOARDING EXAM

All guests benefit from a thorough
physical exam upon arrival for
boarding, as well as a question-and-
answer session to see if anything has
recently changed. I think it is important
to have one person assigned to this
task that does it regularly. If Sarah
the receptionist always does the
intake exams, she is more likely to
remember that Lumpy has a benign
cyst on his left thigh.

WHEN DISASTER STRIKES

No matter how stringent your
acceptance policies are, no matter
how conscientious your staff is, and

no matter how careful you are, pets
will get sick, injured, and die while
in your care. It’s the law of averages:
the longer you are in the business
and the more pets you take care of,
the greater the likelihood of incidents. The key to handling
these situations is timely discovery and prompt action.

The first step seems simple enough: Hire good people
that can think on their feet. This is a much more difficult
task in today’s employee market than it has ever been. But
facility staff members must be able to react quickly without
panic, and consistently make good decisions under pressure.
Also, I firmly believe that every single person that comes
into any contact whatsoever with the boarded pets should
complete the PCSA Certified Pet Care Technician (CPCT)
program—and that goes for the janitor, too! The level of
contact with the pets should be proportionate to the level of
PCSA training courses completed by that particular employ-
ee. Knowledge is power, and in an emergency, these staff

relationship.
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A clear acceptance policy and written policies and procedures are there to help
the client as well as the business. It can be a valuable part of a lasting business

members need to be well-equipped and ready. ¥

Part 2 of Policies for a Successful Per Care Facility will
appear in the September/October issue of the Pet Services
Journal.

Shannon Heggem, CKO, CMG, NCMG is a dynamic and
inspiring pet business expert and speaker who has motivated
thousands to take action. She works as a consultant to pet pro-
[fessionals, helping the overwhelmed and overworked get focused,
organized, and more productive in their pet care businesses. She
helps clients by working on site or virtually! Subscribe to
Shannonss free pet industry ezine “Word To Wag By” at

www.shannonheggem.com
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m EDUCATION AND TRAINING

EDUCATION DEPARTMENT CHANGES

NEW TIME LIMIT FOR LEVEL I: CPCT AND LEVEL II:
CAPCT COURSES
Beginning Monday, September 1, 2008, the PCSA Education
Department will implement a four-month deadline from the
date of enrollment for people to complete either the Level I:
Certified Pet Care Technician or the Level II: Certified Advanced
Pet Care Technician course. If a person does not complete the
course and submit their exam within four months of enroll-
ment, their registration in the course will be cancelled and
they will have to re-enroll and pay the appropriate course fees.
We are finding it necessary to change the previous policy
of no time limit for completing a course to help better manage
the education program. To illustrate the problem, from 2004
to 2007, over 650 registrants for the Level I online exam have
yet to complete the course. That does not include outstanding
Level I hardcopy exams. We have education enrollments going
back to the early 1990s and earlier that have not been completed.
Granted, some of these people are probably no longer
working in the industry or at the pet care facility where they
were employed when they enrolled. We realize there is a certain
level of staff turnover in the industry, and a multitude of
unforeseen circumstances that may prevent a person from
completing the Level I and/or Level II course.

TRANSFER OF NEW STAFF TO UNUSED PAID ENROLLMENTS
The Education Department will continue the policy of allow-
ing facilities to transfer new staff into unused paid enrollments
for people who are no longer with the facility or will not
complete the course for which they are enrolled within four
months. The four-month time frame for the new staff member
will begin on the date of transfer and not the original enroll-
ment date.

We foresee the possibility of a facility paying for a staff
member who will not complete their course within the four-
month period yet the facility does not have a staff person ready
to be transferred into that enrollment. It will be the facility’s
responsibility to let us know of such cases and we will change
the enrollment into an “open enrollment” (see below).

OPEN ENROLLMENTS

Sometimes a facility pays for an enrollment but does not have
a specific person to enroll in the course at that time. Generally,
we enter an “open enrollment” in the facility’s education file.
When the facility has a person ready to take the course, we will
then enter their name into that opening. Open enrollments
will be kept open indefinitely and the four-month time limit
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BY MICHAEL SCHLIEMAN

PCSA Education/Accreditation Manager Michael Schlieman
(left), Michaels’s Weimaraner Rave, and Education Program
Coordinator Cheryl Ledford are refining and improving
department policies.

will not start until the date a staff person is entered into that
enrollment.

This change applies only to the Level I: CPCT and Level I1:
CAPCT courses.

CKO CANDIDATES

CKO candidates, complete your certification at the annual Pet
Care Services Association Convention and Expo, October
28-30, 2008, in Pittsburgh, Pennsylvania. It is not too late to
make the commitment and complete the various preliminary
requirements in preparation for both the written and oral exams.

All prerequisite supplemental information, including a
request for evaluation, must be submitted and accepted by
the PCSA Education Department at least 45 days prior to
the convention.

If you plan to complete your CKO certification at this
year’s convention, please call Cheryl Ledford or email us at
education@petcareservices.org.

We look forward to hearing from you in hopes of you
achieving this significant milestone in your career. ¥

Michael Schlieman
Accreditation/Education Manager
719.667.1600 ext 16
877.570.7788 ext 16
michael@petcareservices.org

Cheryl Ledford
Education Program Coordinator
719.667.1600 ext 14
877.570.7788 ext 14
cheryl@petcareservices.org
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I PCSA STAFF PROFILE

ANGELA ASHMORE

Ever since Angela Ashmore joined
the Pet Care Services Association’s
Membership Department things
have been running smoother than
ever.

Indeed, her supervisor,
Membership Manager Cyndy Jones,
calls Angela’s efforts a “huge help.”
With Angela’s assistance, Cyndy and
the PCSA Membership Department
are now able to tackle new projects
and hone the department to better
meet member needs.

“I love learning new things on
the job, which happens a lot in the
Membership Department at PCSA,”
Angela says. “Members call in and
need to renew or have questions,
and I'm always glad when I can
help. I must say that PCSA’s mem-
bers are some of the nicest people
I've had to work with over the
phone.”

Angela has a clear understand-
ing of our association’s goals and her
role on the staff to attain these
goals.

“PCSA brings together a group
of people who provide a needed
service,” she says. “It’s an opportuni-
ty for people in the same business to
share their knowledge with one
another. Many individuals who are
just starting out in the pet services
industry call me looking for guid-
ance on many different aspects of
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their business. We are able to help
these people or connect them with
people who can. I also believe that
we provide a great advertisement for
our members by posting them on
our Web site. I get many calls from
people looking for facilities to house
their pets.”

Of course, all work and no play
would make Angela a dull girl, so
she balances her life with time for
fun, too. Originally hailing from
Kansas, she moved to Colorado
Springs when she was very young.
And in Colorado Springs she
remains. Like the rest of the PCSA
staff she fell in love with the area
and is very happy here.

Angela is happily married to her
husband, Chris, and they have a 10-
year-old son, CJ. The animal mem-
bers of the household include
Paprika, a 9-year-old female Beagle
and Cocker Spaniel mix; Barron, a
4-year-old male Cocker Spaniel; and
Bandit, a 2-year-old male Beagle
and Cocker Spaniel mix.

Gardening and knitting are the
hobbies Angela enjoys most during
her free time. She has enjoyed both
activities for a number of years.

“I'm no professional knitter,”
she says. “But I have made scarves
and hats for just about everyone in
my family. Knitting is something I
do during the winter when I can’t
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get outside—it’s something to keep
me busy.”

With warmer weather here,
Angela has been busy tending her
garden.

“I enjoy growing herbs and veg-
etables,” she says. “I'm also trying to
get a few fruit trees and plants
going—cherry tree, peach tree and
raspberries. I use the garden to do
some canning and jelly making.
There’s nothing like homemade jelly
on hot bread! I also enjoy growing
lettuce and turnips. I always do hot
peppers—jalapefios—and plant
some pumpkins and corn with my
son. It’s great! My perfect day would
definitely include working in the
garden in the warm sun and barbe-
cuing with my family.” ¥

Phil Samuelson has worked as a com-
munications professional in the pet
industry for 20 years. He is currently
the Publications Manager for PCSA in
Colorado Springs.
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Pet Estates

MELROsE, NEwW YORK

By Roxanne Hawn

ary Lynn and Don Gagnon, a former nurse and a boarding, they developed a village of small houses, condos

M retired police officer, first opened Merry Lynn and townhouses that provide cage-free boarding in a
Kennels in 1991. The couple ran a typical, higher-volume home-like environment. They re-branded the facility as
kennel at their location in the hills of Rensselaer County, Pet Estates and focused on quality, not quantity. They paid
about 20 minutes from downtown Albany. In the begin- conversion expenses from regular cash-flow. At the time, it
ning, they could host 75 dogs and 15 cats per day. “Our cost about $40,000-$50,000.
operation system was based, and succeeded, on volume,” “There are a ton of reasons,” Mary Lynn says of the
Mary Lynn says. But, the Gagnons learned that volume switch. “With volume, no matter how hard you work, I
wasn't for them. don’t think you can give the care you want to give, and the

So, in 1994, they switched gears and tried something overhead is much greater. The way we have it set up, espe-
revolutionary. Instead of typical kennel or even suite-style cially in the off-season, one person can basically run it.
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And, the nice thing is that the pets are enjoying the outdoors all day.
Each one of our setups, each one of our designs, has a play yard attached,
so pets are outdoors a lot, and we have a pond that’s incorporated into
the design of the village, which allows us to help the real high-energy
dogs to burn off energy because we let them play and swim in the water.”

The Gagnons explain that cleaning is much faster and easier because
pets rarely make messes indoors. And, they add, the stress level for ani-
mals and people is much lower because each pet has its own space rather
than keeping 70 or 100 animals under one roof. It’s very quiet in the vil-
lage, so even nervous or fearful pets can relax.

In a volume-based kennel, Mary Lynn says, “If you have one or two
people who don’t show, which is very common, you have a problem. The
pets can't get the attention you would want.”

“The work involved is a lot less,” Don adds. “But, the revenue is
around the same.”

Plus, Mary Lynn adds that even modern suites with beds and TV
feel “hospital-like” and not like home. Through their own hands-on
experience, not theory, the Gagnons want to show the industry that
lower volume and homey kennels are not only viable but desirable. They
also point to the lower start-up costs as a selling point to those interested
in joining the industry. Rather than $1 million to launch a modern,
high-volume kennel, they say someone can get started with a village for
around $100,000.

THE FACILITY

The village features private and semi-private accommodations. “Private”
means they have full run of their own little building, including the
lounge and/or play yard. “Semi-private” means they have their own

Pet Estates differs from most traditional boarding facilities by utiliz-
ing small, separate buildings to house its guests in a more home-like
manner. The switch from kennels to condos has been a very positive
experience for owners Mary Lynn and Don Gagnon.
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PET ESTATES

VITAL STATISTICS

SERVICES:

Dog boarding, cat boarding, training, grooming,
day care, swimming, design consultation, estates,
email photos/video, pond play parties

NUMBER OF DOG ENCLOSURES:
16 suites, 2 condos, 1 bunkhouse, 2 townhouses,
approximately 10 Mason kennels

NUMBER OF CAT ENCLOSURES:
10+ suites, condos and townhouse (interchange-
able for cats)

NUMBER OF EMPLOYEES:
2 full time, 2 part time

HOURS OF OPPERATION:
9 a.m.-Noon, 5-6 p.m.

INTAKE REQUIREMENTS:

Boarding agreement and other paperwork
signed

Rabies and distemper mandatory (titers
accepted)

Kennel cough vaccine recommended but not
required

Flea and tick check done at intake

FEEDING & OTHER COMFORTS:
Clients bring food from home and are welcome
to bring any beds, toys and such.

SYSTEMS:

Appointment books are maintained based on
reservations made by phone or computer.
Daily checklists note cleaning and pet care
requirements for each pet.

Medication sheets outline needs of each pet.
Hand-held radios and other supplies carried in
pouches worn at the waist.

WEB SITE:
www.petestates.com
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Pet Estates owner Mary Lynn Gagnon reclines in one of the townhouses

with canine companion Fiona.

rooms, but they alternate access to the lounge and play

yards. Only animals from the same family co-mingle. That

includes dogs and cats being together, just as they would be
at home.
Right now, the village has eight buildings:

* The largest is 1,400 square feet and houses the reception
area, grooming shop, a five-unit suite with private lounge,
a one-bedroom townhouse and a two-bedroom townhouse
(both private).

* Building 2 is 240 square feet and consists of four suite
units with a shared lounge.

* Building 3 is 288 square feet and consists of a four-unit
suite with lounge.

* Building 4 is a 116-square-foot condo complete with a
front porch and covered play yard.

* Building 5 is another condo.

* Building 6 is 288 square feet and consists of eight Mason
kennels and two large fiberglass cages. This building is
used for hold-over guests who are waiting to use other
buildings. This allows for some guest overlap if a pet
arrives before its reserved spot is vacated by the prior
guest.

* Building 7 is a bunkhouse, which is 288 square feet, with
one private condo and three suite units with a shared
lounge.

* Building 8 is 336 square feet currently used for storage.

Plans are underway to add a Lake House on one of the
6.8-acre property’s three ponds. The Lake House will con-
tain two private two-bedroom units.

All buildings consist of wood framing. Interior walls are
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novelty wood siding, with the lower portions
covered in polyboard. Ceilings are tongue-
and-groove pine with exposed beams.
Flooring is either ceramic tile or commercial-
grade vinyl flooring. Interior designs feature
Early American or Colonial furniture and
accents, which can be removed temporarily
for pets that might chew it up. “Most people
will tell us if they think their pet might
destroy the furniture,” Mary Lynn says. “So,
we can pull it out and use the beds they
bring from home. Honestly, people arrive
with luggage for all their dog’s stuff.”

There are sofas, chairs, TVs, microwaves,
refrigerators, shelving, window seats, heated
beds, ramps for cats and other amenities that
complete the home-like feel. Each unit is dif-
ferent enough to provide a variety that
appeals to different people and that is just
right for different pets—from youngsters to
Seniors.

Natural light comes from ample windows and skylights.
Each building has its own heater and air conditioner. Since
unused units don’t require heating or AC, it’s one way to
save on overhead costs.

The buildings and yards are spaced about 25 to 35 feet
apart, and the Gagnons use creative landscaping that allows

This boarding cat occupies a townhouse with plenty of
room to explore.
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pets to enjoy porches or play yards with some
privacy. If a couple of dogs get too vocal with
one another, the Gagnons simply alternate
their access to play yards so the village stays
quiet for everyone else.

“We give tours in the summer, when
we're running full, and we’ll show people
around, and it’s quiet,” Don says. “It’s not
your typical kennel where you might have 70
dogs under one roof with a hurricane of noise
that’s constant all day long. It’s just so much
better for the pets.”

Play yards typically measure 18 by 35 feet
and feature pea gravel on top of larger stone
which is on top of drainage tiles that direct
water away from the fresh-water ponds.
Wood-frame fences with attached screening
give a warmer appearance than chain link.

Cats have access to fresh air and an outdoor view during their stay. Thanks to the home design, cleaning is

Condo units provide dogs with a relaxing indoor area with creature comforts as well as access to the outdoors.
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Only pets from the same family are allowed to co-mingle.
This happy pair occupies one of the townhouses.

more like housecleaning than industrial facility cleaning.
With bleach, Odor Ban, Clorox 2 spray cleaner, Fantastic,
Windex and Glade furniture polish, the Gagnons or their
staff clean up each occupied unit each day. They store clean-
ing supplies, including mops and buckets, in each building
for quick access.
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Since no high-power washers are used, pets can stay in
the units while they’re being cleaned, which adds individual
attention to their already posh and hands-on care. “It’s such
a stress reliever,” Mary Lynn says. “As you do each one, they
become your buddy.”

THE FEE SCHEDULE
The Gagnons believe their village design allows for lower
volume, less overhead and less stress with the same amount
of revenue as a high-volume kennel. This is accomplished by
premium rates for the various units. A typical kennel near
Pet Estates charges $15-$18 a night. But, their suites start at
$35. Condos go for $45 and townhouses for $55. The Lake
House units will be around $65 per day. And, that per day
point is important. Pet Estates charges by the day, not the
night, so Friday to Friday stay would be billed for eight days,
not seven. The billing day begins at opening, at 9 a.m., each
day. By then, the pets have been serviced, starting at 6 a.m.,
so even if guest pick their pets up right at 9 a.m., they are
charged for that day. By the same token, those that arrive
just before 6 p.m. closing are not charged more. But, Pet
Estates hours are strictly enforced, even though the Gagnons
live onsite.

Clients are also charged based on the time they reserve,
so if a 10-day vacation goes awry and the people come back
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after just five days, they still pay for 10 since others were
likely turned away to protect that reservation.

The first pet from a family is full price, then additional
pets are $25. Cats and dogs cost the same, so there’s no dif-
ference in the level of care or accommodations based on
species. If you have two dogs staying in a condo, that’s $70
a day. One-on-one play time and attention come standard,
but guests who want play times in the pond and huge
attached play yard pay extra ($12 for 30 minutes, $20 for
60 minutes). So, if a two-dog family also books a half hour
of daily pond time, that’s another $24 per day. Some prefer
to have their pets bathed after swimming, so those fees get
added as well.

“Most people who are spending $55 to $80 a day on
their pets will buy into the extras, which helps subsidize our
lower volume,” Don explains.

At check-in clients agree that if their pet messes itself or
gets really dirty during play that a bath will automatically
be done at the owner’s expense. “The worse thing you can
do is send home a smelly dog,” Don says.

For an additional fee, the Gagnons also will shoot pho-
tos and video and email them to clients on vacation.

OTHER DIFFERENCES

Pet Estates allows clients to tip the staff. Sometimes it’s only
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The pond and fountain are a big attraction at Pet Estates.
One of the services provided is playing and swimming time.

a dollar, but occasionally staff receives tips of $50 or more.
Despite industry trends toward pack play times, the
Gagnons don’t co-mingle dogs unless they know them really
well and know that these two or three dogs get along. Mary

Lynn knows that most places with group play times get
clients to sign waivers, but she says, “Do you really think
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that’s going to matter if someone comes
back, and we have to say, “We're sorry
but your dog got chewed up”? I can’t do
that.”

In fact, the lack of interaction is a
selling point for some clients with “diffi-
cult” pets who would be turned away
from other facilities. Even fear-aggressive
dogs do well at Pet Estates because they
don’t need to be leashed up or handled
regularly. All families are encouraged to
bring their supplies into the units and
hang out with their pets before taking off.
Pet Estates staff comes along so that pets
can see their owners interact with them
and see that everything is alright. “You
can be sitting there visiting with the
owner, and the pet will come over to you
on its own,” Don says. “It creates a trust
factor.”

Even really skittish pets do well. “In
the extreme cases, some pets don’t want
any human contact at all,” Don says.
“And, we don’t need to corner them to
clean or anything. You can herd them
around inside and out, without forcing
any contact. That’s maybe one out of
300. We've never refused any dog. We
can handle high-stress dogs.”

“What's funny is that after they've
been here a couple times, 99 percent of
the time they’re fine,” Mary Lynn adds.

Thanks to pond play times and the
high level of personal attention, Don
laughs that some dogs don’t want to go
home. “I love it when the owner comes
back to pick the pet up, and the pet is
like “What are you doing here?” That’s
when I know we've done our job,” he
says.

Because Pet Estates is unique, most
marketing is done through veterinarians
and word of mouth. When the first con-
verted condo opened, the facility also got
quite a bit of media attention. For the
first year, the Gagnons also ran a televi-
sion commercial, but these days it’s not
necessary. People who are interested
request tours. And, Mary Lynn says,

“Seeing is selling.”
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Kennel Pak, Inc.

PO BOX 931
YORK, PA 17405-0931

Insurance for Kennel Owners, Dog Daycare
Operators and Groom Shops

Substantial Saving
Coverages:

-$1,000,000 General Liability More Coverages

- $1,000,000 Professional Liability
« Animal Injury
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Easy Payment Plan

A+ Rated Company
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- Boiler Machine

- Computer

- Group/Life/Disability/Health

- Earthquake

- Employment Practices
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) ) PO Box 931
[] Call me to discuss this program. York, PA 17405-0931
. . Phone: 800-237-7015 EXT. 109
[] Send me an information packet. Fax: 717-741-4720

Website: www.kennelpak.com
Email: Comments @kennelpak.com
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Even though larger, new kennels have
spouted up nearby, it hasn’t affected busi-
ness or revenue levels at Pet Estates.

Don also credits the pond as a great
amenity, calling it a tremendous “money
maker.” In addition to use by boarders,
local clients often book the pond for pri-
vate play time and doggie parties all sum-
mer long.

The Gagnons also provide home
design consulting for people who want to
make their homes more workable for
them and their pets. They’ll even build
condos and townhouses onsite for people
who want one at home. It’s a workable
option for families who love their pets
but struggle with allergies or asthma in
the household, like the Gagnon’s did with
their now-grown children. They turned
their tool shed into a separate living room
with couches and a TV so that they could
hang out with their own dogs without

compromising their kids’ health.

UP NEXT

Pet Estates is up for sale. Not because the
Gagnons don’t love it. They do. They're
just ready to expand their consulting
work to help others build similar home-
like boarding villages across the country.
One part of their business plan included
setting up estates for pets whose owners
die (about 15 so far), and they simply
need more places like theirs that they can
recommend for long-term care. They

believe others can make a good living

with just three buildings. ¥

Roxanne Hawn is a freelance writer in
Golden, Colorado, specializing in animal-
related and lifestyle topics. Shes a regular
contributor to the American Animal
Hospital Associations TRENDS magazine
and to PCSA’ Pet Services Journal.

4)  Det Services Journal July/August 2008 THE TRADE ASSOCIATION FOR PET CARE PROFESSIONALS SINCE 1977



THE TRADE ASSOCIATION FOR PET CARE PROFESSIONALS SINCE 1977 Pet Services Journal July/August 2008 43



PET CARE LAW

Operate Your
Business with
Consistency

By Patricia Finn, JD, Professor of
Law, ISCC Master Pet Stylist
Meritus, Kennel Operator,
Certifier, International Judge

If you have a pet-related legal question
for Patricia Finn, please send it to her via
her Web site: http://www.petcarelaw.com.
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INSIGHTS

ost of us work very hard to develop a
I\/lway of doing business that satisfies us
personally but also meet the needs of our
clients. After all, everyone wants to be
happy at work and watch their business
increase. It is wonderful to see those smil-
ing faces and wagging tails enter your
doorway every morning. One of the many
facets that should be a primary considera-
tion in your approach to business is con-
sistency. Besides keeping your employees
happy, contributing to a smooth working
facility, and generally making your life
easier because of the predictability, there
are many added legal benefits as well.

Consistency in business practices can
be a great defense if you or your business
gets pulled into court. You will be able to
prove you run a consistently safe business.
If you have a legal issue, the consistence
in your business approach will act as a
safeguard, of which you are probably not
aware. Of course a high quality approach
to doing business coupled with an aware-
ness of negligence is absolutely necessary,
but in a legal pinch consistent business
practices will help you or your attorney
convince a judge or jury of your lack of
culpability.

So what does it mean to be “culpa-
ble?” In a nutshell, it means “you did it.”
You are responsible and you are the one
that has to pay for any damages caused by
your own actions or the acts of your
employees. This concept includes another
legal theory called Respondear Superior.
This is a Latin term and a legal doctrine
which holds that employers are responsi-
ble for the acts and omissions of their
employees and agents, when done within
the scope of the employees’ duties.

Now that we are a little more aware
of the legal consequences of these types of
actions, let’s look at how this all fits into
the idea of adhering to high-quality, con-
sistent business practices. To start, develop
written procedures for everything and dis-
tribute the appropriate guidelines to

employees or persons working for you in
that related area. Take care with the lan-
guage and meaning of the words you
write, because some legal authority down
the road might analyze them. However,
don’t be afraid and let that fear of making
a mistake in the writing keep you from
actually putting this into practice!

The most important thing is to be
clear and concise in the way you write.
Don’t try to be fancy or sound legal.
Good old-fashioned clear and simple lan-
guage is the best choice. Actually, in law
schools all over the country this approach
to legal writing is being taught to law stu-
dents. The old-fashioned legalese with
words like “hereto” and “thereby” and
long-winded collections of complex sen-
tences and arcane descriptions and defini-
tions are no longer preferred in legal writ-
ing. It is very important that your proce-
dures are easily understood by everyone,
employees, clients, judges, and juries. It is
equally important that you show you con-
sistently follow business procedures and
practices that are safe for the pets, your
clients, employees, and even yourself!

This may seem like a daunting task,
but sit down at the computer or in front
of your favorite notebook pad, put the
title of the job at the top of the page and
simply start to make an outline of proce-
dures that people should follow when

The most important thing
is to be clear and concise in
the way you write. Don’t try
to be fancy or sound legal.
Good old-fashioned clear
and simple language is the

best choice.
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doing that task in the workplace. You’ll
find it isnt that hard to write down
what you want them to do. Once you
have an outline for every job in your
business the outlines can be turned to
terrific posters that you display in key
spots. The outlines and posters have an
added benefit because they are the
beginnings of an employee handbook.
The topic of employee handbooks will
be the subject of future columns, but
believe me, they are very important.

People have a natural aversion to
“rules,” so enforce the procedures and
call them safety procedures and not
“rules.” You have taken the time to
make the outlines and turn them into
bulleted lists you can post in prominent
places in your business so everyone
knows the procedures, now be consis-
tent and enforce them. This is extreme-
ly important because in a legal pinch
the judge or jury or even a mediator
(person selected by the court to help
you settle a legal issue before trial) will
analyze the way you run your business
to determine whether you are negligent
or operate a safe workplace, and what
happened was simply an unavoidable
accident. Just the term safety procedure
will put the right idea into the minds of
people deciding whether you acted safe-
ly or negligently.

If you are ordered to mediation or
get a court date, make sure to take your
outlines and workplace posters, proce-
dure manuals, and employee instruc-
tions with you. They will help you
prove that you put a lot of care and
thought into developing safe business
practices. You can demonstrate that you
educated your work staff and you
enforce the procedures without excep-
tion. Never let employees slide on safe-
ty or workplace procedures. I know this
is difficult, but if you enforce the pro-
cedures stringently from the day you
post them, and explain to the employ-

ees that posting and enforcing the rules
will increase safety in the workplace
and be a benefit to everyone in case of
a lawsuit, they should understand. If
you're not consistent in the enforce-
ment of the procedures, you will lose a
valuable defense in any type of legal
action whether with a client or an
employee. ¥

Patricia (Trish) Finn is a 35- year
plus veteran of the pet care industry.
After operating a full service pet care
Jacility (that included boarding, groom-
ing, home care and mobile pet grooming)
for over twenty years, she graduated from
Texas Tech School of Law with a Juris
Doctorate degree. Trish is well known
nationally and internationally in animal
law. She is considered an expert witness
& trial consultant in animal law cases
and is dedicating herself to the education
of the members of the pet care industry.
She still owns and operated a pet styling
salon in Santa Fe, NM, and has a Web
site devoted to the legal aspects of the pet
care industry www.petcarelaw.com.
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KenneL

o DECK
Molded Plastic Riser Platforms

KEEPS DOGS HIGH AND DRY

<@ Comfortable  ~@" Sanitary
" Chew < Weatherproof
® Resistant ®
www.kenneldeck.com
KENNEL DECK CO.

PO. Box 1091 Bloomtfield Hills, Ml 48303-1091

TOLL-FREE 1-888-886-8801

July 10-13, 2008

Petquest 2008

Ft. Mitchell (Cincinnati OH Area), KY

For additional information, call (717) 691-3388,
contact info@barkleigh.com, or visit

www.barkleigh.com

August 14-17, 2008

All American Grooming Show
Chicago, IL

For additional information, visit

www.aagrmgshow.com

September 9-11, 2008
SuperZoo
Mandalay Bay Convention Center, Las Vegas, NV

For additional information, contact: Dave
Williams at (626) 447-2222 ext. 317;

dave@wwpia.org or visit www.wwpia.org

September 11-14, 2008

Groom Expo 2008

Hershey Lodge and Convention Center,
Hershey, PA

For additional information, call (717) 691-3388,
contact info@barkleigh.com, or visit

www.barkleigh.com

October 3-5, 2008

H.H. Backer Christmas Trade Show
Donald E. Stephens Convention Center,
Rosemont (Chicago), IL

For additional information, call (312) 663-4040

or visit www.hhbacker.com

October 16-19, 2008
U.S. Pet Pro Classic

The Sterling Hotel, Dallas, TX
For additional information, visit

www.petstylist.com

October 24-26, 2008
NDGAA Fun in the Sun

Orlando Sun Resort, Orlando, FL
Contact: 724-962-2711 or e-mail

ndga@nationaldoggroomers.com

October 26-29, 2008

PCSA Pet Services Basic Training
Hilton Pittsburgh, Pittsburgh, PA

Room rate for PCSA members is $119 (expires

10/7/08) To make room reservations, call

(412) 594-5117.

October 28-30, 2008

PCSA Pet Services Convention

and Expo

Hilton Pitesburgh, Pitesburgh, PA

Room rate for PCSA members is $119 (expires

10/7/08) To make room reservations, call

(412) 594-5117.

November 14-16, 2008
America’s Family Pet Expo

Rock Financial Showplace, Novi, MI
For additional information, visit

www.petexponovi.com/index.html

For up-to-date information on PCSA events, visit the

Events Calendar at www.petcareservices.org.

List Your Event:
Pet CareServices

Association
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The pivotal hinged doors open in as
well as out.

Phone: 979-775-1776 | Fax: 979-775-8449 |/ Web Site: www.Iglacp.com
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Pet Services NEWSLETTER

INDUSTRY NEWS

PCSA Hosts Hospitality Suite/Reception at HH
Backer Show

The Pet Care Services
Association recently
hosted a hospitality
suite and reception at
the Spring HH Backer
Show held in
Baltimore, Maryland.

HH Backer holds two

trade shows per year
and is one of the largest and best known event companies
in the pet industry.

The hospitality suite was used as a base of operations
for PCSA to accomplish its main objective, to increase PCSAs
image and brand awareness to the pet industry at-large.
While at the show, association representatives were able to
visit nearly 100 of the best known vendors in the pet industry
educating them on who PCSA is and detailing its mission.
Likewise, the reception attracted over 50 pet care profes-
sionals from the retail, products and pet care sectors of the
industry and was well received among those attending.

Joseph Lyman, PCSA’s chief executive officer, believes
the association needs to reach out to the pet industry even
more in the future to build a strong brand and reinforce
the fact that PCSA is an important part of the pet indus-
try. He says, “PCSA needs to be pro-active in raising its
image to educate the pet industry on who our members
are and the importance our sector in the industry has.”
He is currently reviewing other promotional opportunities,
including pet industry and consumer events, to promote
the quality pet care PCSA members offer to its customers.
“It is our goal to make PCSA’s name one with the idea of
quality pet care,” says Lyman.

Pet Loss Business Development Conference
Matthews Cremation and the National Funeral Director’s
Association (NFDA) are proud to announce the first ever
Pet Loss Business Development Conference—Opportunity
Unleashed. This one-day educational program in six major
cities (San Francisco, Phoenix, Austin, Columbus, Orlando,
and Boston) will take place on different dates during July
and August and brings together a unique blend of profes-
sionals within the pet death care industry. Presented at the
conference will be a series of business development strategies
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that build meaningful memorial services
that connect with today’s pet parent.

The invitation to participate is
open to anyone interested in learning
more about this celebration of compan-
ionship. We invite you to go to
www.matthewscremation.com/pet08 or
call (800) 327-2831 to learn more
about how you can capture this service
opportunity. Space is limited, so secure
your spot today for this informative
and thought-provoking event.

NEW PRODUCTS

Davis Eau de Cologne

The new Davis Eau de Cologne™ line offers 23 unique
fragrances to
apply to pets
after grooming
to make them

more huggable
than ever.
Clients will
love the long-
lasting delight-
ful aromas,
which include
lush florals,
fresh fruits, cit-
rus blends, and
emotion-

enhancing
botanicals. Eight of the scents compliement the Davis
Aromatherapy Shampoos so that you can layer the same
fragrances. Other alluring scents include Raspberry
Delight, Cool Cucumber, Cherry Blossom, Tropical
Coconut and the classic Fresh and Clean and Holiday
Colognes. All Davis Eau de Colognes™ are made from
high-quality, concentrated natural essential oils and plant
extracts that are known for their ability to endure. The
cologne is packaged in a beautiful 8-ounce clear bottle
with a very fine mister, as well as 32-ounce plastic refill
bottles.

To request a free catalog or speak with a knowledge-
able sales representative, call Davis Manufacturing at (800)
292-2424 or visit www.davismfg.com.
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Welcome

New Members!
New Members April-May 2008

THANK YOU FOR YOUR INVOLVEMENT AND SUPPORT

Connie Besemer
Yorba Linda Regional Hospital
Anaheim, CA

Jessica Ammann
Pet Paradise Resort
Sanford, FL

Tony Cloud
Cloud’s Canine, LLC
Camano Island, WA

Sally Winters
Camp Bow Wow-Bellingham
Bellingham, MA

J. Ellee Neilands
Cassiopeia’s Golden Legacy Kennel
Gapland, MD

Regina Bohannon
Pistol's Canine Corral
Garland, TX

Jayne Molnar
One Lucky Pup, Inc.
Charlotte, NC

Richard Morris
Maplewood, NJ

Anney Geraets
Happy Dog Hideaway
Sioux Falls, SD

Anney Geraets
Happy Dog Boarding Kennels
Sioux Falls, SD

Conrad Levesque
Sandhills Pet Resort
Southern Pines, NC

Patricia Peterson
Buford, GA
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Cliff Pettyjohn
Pawsitively Paradise Dog Resort, LLC
Lexington, KY

Colin Bush-Horton
Animal Nanny
Grand Junction, CO

Stuart Selwood
Country Club Kennel
Franklin, 1L

Helen Jones
Dogtopia
Wilmington, DE

Antoinette Mancini
VCA Alaska Pet Care
Anchorage, AK

Carl Reif
Advanced K-9 Training, Inc.
Divide, CO

Allison Jaffe
Treasured Pets Pet Sitting Service
Ramsey, NJ

Susan Capps

[tasca, IL

Rob Maher
Creekside Pet Resort
Walworth, NY

Ann Bruns
Island Pet Resort
Grand Island, NE

Jill Piechowski
Abbie Lake Kennels
Delano, MN

Carol Kelly
Praying for Paws, Inc
McDonough, GA

Barbara L. Hickson

Barkie Bow Wow's Bed & Biscuit &
Pet Salon

Savannah, GA

Margie Lopez
Golden Leg Up Pet Resort, Inc.
Miami, FL

Jim Bucsko
Okanogan Valley Pet Resort
Omak, WA

Leslie Butzer

Clint Moore Pet Resort Country Club
& Day Spa

Boca Raton, FL

Linda Bennett
Spring Valley Kennel, Inc.
Mount Horeb, WI

Laura Schwan
Loved Dog
Los Angeles, CA

Debbie Brotsky

Teays Valley Dog Grooming &
Boarding

Scott Depot, WV

Tammy Rosen
Fur-Get Me Not
Arlington, VA

Michelle Quinet
Puppy Love Dog Day Care
San Jose, CA

Julie Boomer
Misty Mountain Pet Retreat
Divide, CO

John Hasman
Parkman, OH

Christopher Walsh
Mine Hill Kennels & Grooming, LLC
New Milford, CT

Robby Trimble
Turning Point Kennels
Sacramento, CA

Ani Velasco
Aristo Pet Au Pair
Miami, FL

Natalie Conner
Love My Dog
St. Petersburg, FL

Elizabeth Palazzo
Purr ‘N Pooch, Inc.
Manasquan, NJ

Deborah Sanders
K9HQ Doggy
Victoria, BC Canada

Jan Carlson
Carlson Dog Training
Freeport, IL

Patricia Kesling
Berwyn, PA

Wendy DiBastiani
White Hall, MD

Tina Gill
Tina's Pampered Pets
Aylett, VA

Kelly Popelka
Fur the Love of Dogs, Inc.
Spring Grove, IL

Elizabeth Bradbury
Whitehall, Ml

Diane Biljum
Doggie Spa & Play Care LLC
Marshall, Ml

THE TRADE ASSOCIATION FOR PET CARE PROFESSIONALS SINCE 1977



Jana Groski
Leashes & Leads
Byron, MN

Scott Bradshaw
Seven Hills Animal Hospital
Forest, VA

Cathy Delzell
Berry Creek Pet Resort
Georgetown, TX

Raymond Edwards
Lubbock, TX

Andrew Kim
Healthy Spot
Santa Monica, CA

James Bush
Happy Trails Pet Spa & Resort, LLC
Greeley, CO

Heather Greer
BarkMore Pet Hotel and Daycare, LLC
Chattanooga, TN

Monika Kapousouz
You Lucky Dog
Mt. Pleasant, SC

Lorraine Mishele
Sha Sha’s Puppy Day Spa
West Palm Beach, FL

Craig Lambert

Creature Comforts Veterinary Resort
and Suites, Inc.

Inman, SC

Michelle Velasquez
PetSmart PetsHotel-632
Pasadena, TX

Gerti Sides
PetSmart PetsHotel-1046
Woodlands, TX

Malinda Malone
Malinda’s Pampered Pets
Phoenix, AZ

Charlie Rosenbam
PetSmart PetsHotel-135
Mesa, AZ

Chuck Walderbaugh
PetSmart PetsHotel-1732
McKinney, TX

Donna Tarpley
Sarasota, FL

Bill Mondragon
PetSmart PetsHotel-1787
Glendale, CO

Elaine Walker
Happy Tails Day Care & Pet Resort LLC
Corning, NY

Scott Craig
Classy Canine Daycare
Mesquite, TX

Greg Santana
Canine Country Club
El Cajon, CA

Brandon Owens
Paw Beach Resort, LLC
Plano, TX

Jill Sousa
Tails Up
Castle Rock, CO

Olivia Charles
Big Woods Animal Care Group, LLC
Dillsburg, PA

Robina Ritchie
Wag Zone Urban Dog Retreat
North Vancouver, BC Canada

Laurie Dilworth

Pet Peabody at Dilworth Small Animal
Hospital

Tupelo, MS

Bill Simmons
Canine Care
North East, MD

Cheryl Forslund
Indianapolis, PA

Natalie Wolf
Mammoth Lakes, CA

Nancy Purvis
Camp Bow Wow-Nashville
Nashville, TN

Sharon Hughes
Cat House
Versailles, KY

Margaret Wong
Contemporary Guidance Services, Inc.
New York, NY

VERTICAL KENNEL DOORS .

We Specialize in Personalized Service!

“Call me! Id love to talk to you personally about your needs and to answer any questions you may have.” Bob Richmond, Pet Pals Owner

VERTICAL DOORS

e Unique Design

e Lets Light In

e Energy Efficient

e Durable Stainless Steel
and Aluminum

e Guaranteed Chew-Proof

e Safe for Dogs - No Snaring

¢ Built Solid - Not Hollow

e All Hardware Included!

U.S. Patent #6481156
Canadian Patent Pending

RUBBER FLAP DOORS

Our rubber flap doors are designed

with the safety

of the dogs in mind. Flexible, No

pinching!
Safe, Safe, Safe

WELDED STAINLESS STEEL GATES

o All Sizes

Call for a brochure and FREE sample

PET PALS & KENNELS
Toll Free (888) 364-3667

Be sure to visit us on the web at www.kenneldoor.com

e Top Quality, Solid Construction
e Swings In or Out From Side Hinges

MEMBER
GREATER
MARYLAND

THE TRADE ASSOCIATION FOR PET CARE PROFESSIONALS SINCE 1977

Pet Services Journal July/August 2008 51



Congratulations!

PCSA Education Program Graduates April-May 2008

LEVEL 1: Certified Pet Care Technicians

Lacey Drea
Animal Motel
Milwaukee, WI

Nicole Fochtman
Blue Water Boarding Kennels
Port Huron, MI

Francis Ruiz
Lone Tree Veterinary Med. Cntr.
Lone Tree, CO

Jacqueline Smallwood
Country Club Pet Resort
Rocky View, AB Canada

Nicole Boatright
Barrington Kennels, Co.
Barrington, IL

Jacqueline Gutierrez
Barrington Kennels, Co.
Barrington, IL

Kristen Johnson
Barrington Kennels, Co.
Barrington, IL

Michelle Patterson
Countryside Pet Spa, Inc.
Gresham, OR

Beck Irwin
Gem Crest Kennels
Boise, ID

Marjorie Green
Mentor TLC Pet Lodge
Mentor, OH

Lisa Marie Kaune
Morris Animal Inn, Inc.
Morristown, NJ

Jennifer Chmilnitzky
V.I.P. Pet Resort
Port Orange, FL

April Jowell
V.I.P. Pet Resort
Port Orange, FL

Olya Elizabeth Mynaugh
Molly's Country Kennels, Inc.
Lansdale, PA

Candy Swain
Silver Trails The Animal Inn
Westbrook, CT

Wendy Shaw
Roaring Brook Kennels
Canton, CT

Barb Mathies
Green Acres Kennel Shop
Bangor, ME

Jody Johnson
Country Kennel, Inc.
Mt. Airy, Carroll County, MD

Matt Hudgins
Custom Kare Kennels, Inc.
Murfreesboro, TN

Beth Conner
Custom Kare Kennels, Inc.
Murfreesboro, TN
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Alissa Sharland
Wag'n Tails Pet Resort
Lansing, MI

Rhiannon Duda
Marta's Vineyard Canine Resort
Brookfield, CT

Teresa Honeycutt
Bayside Kennels
Virginia Beach, VA

Shelley Olson
Bayside Kennels
Virginia Beach, VA

Frances Sabo
Canine Country Club
Washington, IL

Jennifer Kozlowski
Dogwood Acres Pet Retreat
Davidsonville, MD

Laura Marko
Top Dog
Greenville, SC

Bryanna Schleeter
Willow Tree Kennels
Durango, CO

Jason Fulkerson
Crossroads Pet Resort
Cypress/Stanton, CA

Adrien Johnson
ABC Pet Resort & Spa
Houston, TX

Amanda Johnston
Paradise Pet Lodge, Inc.
Woodinville, WA

Jennifer Herring
Paradise Pet Lodge, Inc.
Woodinville, WA

Linda Scott
The Kennel
Sewickley, PA

Amy Farren
Connie Winters Kennels, Inc.
Indiana, PA

Kaye C. Jones
Creature Comforts Pet Retreat
Loveland, CO

Carolyn Millar
Carden’s Country Club For Pets, VFA
Bangor, ME

Denys Millar
Carden’s Country Club For Pets, VFA
Bangor, ME

Danielle Carreno
Sheldegren Pet Resort & Salon
Safety Harbor, FL

Kelly Bixby
Shel-Ray Pet Shalet
Bristol, Wi

Sarah Ramsak
Shel-Ray Pet Shalet
Bristol, WI

Lori Curless
Country Lane Pet Resort
Moscow, OH

Carolyn Forsee
Country Lane Pet Resort
Moscow, OH

Lori Mattox
Sagemoor Kennels
Pasco, WA

Heather Carmer
Woodland Vet Clinic
Kentwood, MI

Pamela J. Hardebeck
Petsburgh Pet Care
Lafayette, IN

Holly Staples
Bear Brook Kennel
Brewer, ME

Diana Ordonez
Rob Cary Pet Resort
San Antonio, TX

Heather Seehusen
Rob Cary Pet Resort
San Antonio, TX

Daryl Penaloza
Rob Cary Pet Resort
San Antonio, TX

Deandra Torres
Sun City Pet Lodge
Sun City, AZ

Rachel Keeler
Prison Pet Partnership Program
Gig Harbor, WA

Michelle Harder
Pet Camp-Main Campgrounds
San Francisco, CA

Amelia Schoellenbach
Pet Camp-Main Campgrounds
San Francisco, CA

Karen Stuemke
Heidanes Hidden Timbers
Altamont, IL

Nicole Bach
Canine Country Club
Queenstown, MD

Amanda Sipple
Canine Country Club
Queenstown, MD

Derrick Wood
Redwood Pet Resort
Hornby, ON Canada

Chantelle Wood
Redwood Pet Resort
Hornby, ON Canada

Cynthia Potter
Redwood Pet Resort
Hornby, ON Canada

Campbell Ashley
Markim Pet Resort
San Diego, CA

Kim Jacobson
Markim Pet Resort
San Diego, CA

Jenene Stoltz
Markim Pet Resort
San Diego, CA

Roberto De Echavarri
Barkington Inn & Pet Resort, Inc.
Webster, TX

Brooke K. Price-Kaufman
Olde Towne Pet Resort
Springfield, VA

Heather Lyons
Country Comfort Kennels & Camp for Pets
Delta, PA

Diana Scholl
Country Comfort Kennels & Camp for Pets
Delta, PA

Diana Chappell
Crossroads Pet Professionals, LLC
Brentwood, TN

Jennifer Cassiday
Dog Zone
Longview, WA

Heather T. Parisien
Pet Nanny's Place
Juneau, AK

Elise Canonico
Camp K-9 of Marin
Corte Madera, CA

Toni Valim
Camp K-9 of Marin
Corte Madera, CA

Tracy Sheppard
Camp K-9 of Marin
Corte Madera, CA

Adam Swarens
Bayside Animal Lodge, Ltd
Gig Harbor, WA

Tami Tyler-Winters
Hilltop Pet Resort
Mt. Juliet, TN

Carol Berger
Animal Care Center at Cherry Way
Columbus, OH

Mo Burke
Citizen Canine
Oakland, CA

Jessica Kotte
Citizen Canine
Oakland, CA

Patti Mackay
Tomball Pet Resort
Tomball, TX

Melissa Allen
Cross Creek Animal Hospital & Kennels
Fayetteville, NC

Lori Colburn
Laurel Acres Kennels
Hillsboro, OR
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Diana Arends
Laurel Acres Kennels
Hillsboro, OR

Sara Martin
Laurel Acres Kennels
Hillsboro, OR

Melissa Canfarelli
Lake Land College
Dwight, IL

Vanessa Padin
Lake Land College
Dwight, IL

Amanda Jackson
Lake Land College
Dwight, IL

LaVonne S. Washington
Lake Land College
Dwight, IL

Melinda Shumaker
Lake Land College
Dwight, IL

Kaylee Kirkpatrick
Centennial Kennels
Maple Valley, WA

Bryanna Guidetti
Centennial Kennels
Maple Valley, WA

Anne Marshall
KY Humane Society-Eastpoint Pet Resort
Louisville, KY

Tina Turner-Bell
Onion Creek Kennels
Austin/Buda, TX

Norma Logue
Onion Creek Kennels
Austin/Buda, TX

Rusty Logue
Onion Creek Kennels
Austin/Buda, TX

Richard Jurak
Onion Creek Kennels
Austin/Buda, TX

Elizabeth Macias
Onion Creek Kennels
Austin/Buda, TX

Jeff Klipple
Onion Creek Kennels
Austin/Buda, TX

Carlos Duarte
Onion Creek Kennels
Austin/Buda, TX

Heidi Swenson
American Pet Spa and Resort
Argyle, X

Maria Zamora
Camp Canine, Inc.
Ashland, MA

Kimberly Coffey
Camp Canine, Inc.
Ashland, MA

Kelli Saez
Raintree Pet Resort@Pinnacle Peak
Scottsdale, AZ

Matt Burrows
Raintree Pet Resort@Pinnacle Peak
Scottsdale, AZ

Kaitlyn Peirson
Pet Paradise Resort & Day Spa
St. Augustine, FL

Mike Rogers
Atlanta Dog Spa, Inc.
Atlanta, GA

Cheryl Albach-Dunakin
Julington Creek Animal Walk
Jacksonville, FL

Brandi Kemplin
Pet Paradise Resort
Jacksonville, FL

Clyde D. Pace
PetSafe Village
Knoxville, TN

Sam Speed
PetSafe Village
Knoxville, TN

Jennifer March
Sauk Prairie Small Animal Hospital
Prairie Du Sac, WI

Candace Peterson
Sauk Prairie Small Animal Hospital
Prairie Du Sac, WI

Jessica Robertson
Sauk Prairie Small Animal Hospital
Prairie Du Sac, Wi

David Burns
Sauk Prairie Small Animal Hospital
Prairie Du Sac, Wl

Kyle Crosby
Sauk Prairie Small Animal Hospital
Prairie Du Sac, Wi

Priscilla Thompson
Longs Peak Animal Hospital
Longmont, CO

Aaron Shine
Waggin' Tails Daycare & Boarding
Plano, TX

Ashley R. Huffman
Waggin' Tails Daycare & Boarding
Plano, TX

Diana Solar
Barkley-Pet Hotel & Day Spa
Orange Village, OH

Mellissa Marr
Barkley-Pet Hotel & Day Spa
Orange Village, OH

David Perlmuter
Barkley-Pet Hotel & Day Spa
Orange Village, OH

Mandy Nelson
Skydance Pet Lodge
Dousman, Wi

Linda Schmidt
Pet Resort at Greensprings
Williamsburg, VA

Ashley Jacobsohn
Pawtropolis, Inc.
Bogart, GA

Brooke Matheson
Pawtropolis, Inc.
Bogart, GA

Myra Starko
My Second Home Pet Resorts
Nashville/Franklin/Brentwood, TN

Donna Bissinger
My Second Home Pet Resorts
Nashville/Franklin/Brentwood, TN

Brigitte Townsend
LA Dogworks
Los Angeles, CA

Pilar Gomez
LA Dogworks
Los Angeles, CA

Charles Stafford
LA Dogworks
Los Angeles, CA

Fernando Garcia
LA Dogworks
Los Angeles, CA
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Jasmine Lenae Jenkins
LA Dogworks
Los Angeles, CA

Michelle Leopold
Dwight Correctional Industries
Dwight, IL

Kenneth Cobbin
Prison Trained K-9 Companion Program
Canon City, CO

Roberta Hunter
Everything Under One Woof, LLC
Wentzville, MO

Roxanne Nicholson
Paws in Time, Inc.
West Chicago, IL

Mariela Navarrete
A DOG'S LIFE
Sunnyvale, CA

Mario Busalacchi
A DOG'S LIFE
Sunnyvale, CA

Ravi Kumar
A DOG'S LIFE
Sunnyvale, CA

Timpson Beth
A DOG'S LIFE
Sunnyvale, CA

Maryanne Geygan
A DOG'S LIFE
Sunnyvale, CA

Ashley Frayne
Pets & Company, LLC
Chesterfield, MO

Lanie Knotts
Precious Pet Paradise
American Fork, UT

Pet Services Journal July/August 2008 53



Congratulations! (continued)
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Bill Carroll
A Closer Bond Dog Training School, Inc.
Palatine, IL

Chris Miller
Taurus Training and Doggy Play Day
Austin, TX

Chuck Johnson
Taurus Training and Doggy Play Day
Austin, TX

Dottie Forvour
Four Paws, Inc.
Morrisville, PA

Mary Paterra
Four Paws, Inc.
Morrisville, PA

Lauren Keller
Four Paws, Inc.
Morrisville, PA

Andrea Micko
Dog Spot
Downers Grove, IL

Nico Galto
Dog Spot
Downers Grove, IL

Savanna Power
Lucky Dog Day and Night Care, LLC
Eugene, OR

Brook Adams
Bark City
Bozeman, MT

Rachel Ramin
Bark City
Bozeman, MT

Elizabeth Norden
Bark City
Bozeman, MT

Gary Watts
Advanced K-9 Training, Inc.
Divide, CO

Melissa Price
Top Dog Resort
Harrisburg, SD

Dawn Doss
Camp Care-A-Lot Boarding & Daycare
Virginia Beach, VA

Anna Henderson
Camp Care-A-Lot Boarding & Daycare
Virginia Beach, VA

Jennifer Backman
Schroeder's Den Daycare/Trng. Ctr. for Dogs
Hillsboro, OR

Sara Dieter
Schroeder's Den Daycare/Trng. Ctr. for Dogs
Hillsboro, OR

Jacqueline Koyanagi
Downtown Dogs Daycare
Phoenix, AZ

Marianne Fleming
Fisher's Friends Dog Daycare
Amherst, NY

Linda Candler
Linda's Camp K-9
Mishawaka, IN

Laura Gibson
PetWorks LLC
Mentor, OH

Chiquita Ross
University Pet Resort
Merced, CA

Michelle Bulleri
Doggie Depot, Inc.
Downers Grove, IL
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Carey Vasey
Canine Craze
Urbandale, 1A

Amanda Wells
Animal Care Centre Lobo
llderton, ON Canada

Jodie Brown
Animal Care Centre Lobo
llderton, ON Canada

Alicia Berkeley
Animal Care Centre Lobo
llderton, ON Canada

Mary Jo Mayers
Animal Care Centre Lobo
llderton, ON Canada

Paul Pobega
Pine Ridge Pet Centre Ltd.
Orillia/Coldwater, ON Canada

Kevin Rodriguez
Paradise 4 Paws
Schiller Park, IL

Maria Ortiz
Paradise 4 Paws
Schiller Park, IL

Linda Lee
Paradise 4 Paws
Schiller Park, IL

Dustin Mederios
Paradise 4 Paws
Schiller Park, IL

Michelle Barnett
Paradise 4 Paws
Schiller Park, IL

Elise Kolanach
K9 Kaos Dog Daycare
Dover, NH

Matthew Montooth
K9 Kaos Dog Daycare
Dover, NH

Karl Naslund
Rover Oaks Pet Resort
Katy, TX

Neil Tanenbaum
Fido's Funhouse
Phoenix, AZ

Michele Sears
Bark Avenue Daycamp, Inc.
Bartlett, IL

Trisha Snyder
Stay and Play Pet Resort, Inc.
Grand Forks, ND

Chris Muntel
Suite Paws Pet Resort & Spa
Raleigh, NC

Laura Muntel
Suite Paws Pet Resort & Spa
Raleigh, NC

Steve Zanville
Best In Show Pet Resort
Garden City, NY

Theresa Reiter
Riegelsville, PA

Sarah Bundrum
Pet Play Place LLC
Kennesaw, GA

Megan Brozenske

Upper Bucks Vocational Tech. Sch.-Animal
Technology

Perkasie, PA

Sarah Diehl

Upper Bucks Vocational Tech. Sch.-Animal
Technology

Perkasie, PA

Cassandra Dee

Upper Bucks Vocational Tech. Sch.-Animal
Technology

Perkasie, PA

Lauren Nicole Fillmore

Upper Bucks Vocational Tech. Sch.-Animal
Technology

Perkasie, PA

Bobbye Eubanks

Upper Bucks Vocational Tech. Sch.-Animal
Technology

Perkasie, PA

Tasha Krause

Upper Bucks Vocational Tech. Sch.-Animal
Technology

Perkasie, PA

Krista C. Jennings

Upper Bucks Vocational Tech. Sch.-Animal
Technology

Perkasie, PA

Kristen Dulkowski

Upper Bucks Vocational Tech. Sch.-Animal
Technology

Perkasie, PA

Brittany R. Snider

Upper Bucks Vocational Tech. Sch.-Animal
Technology

Perkasie, PA

Elizabeth Anne Mosesso

Upper Bucks Vocational Tech. Sch.-Animal
Technology

Perkasie, PA

Laurie Shacknove
Canine Companions for Independence
Santa Rosa, CA

Valerie Witt
Playful Pooch Dog Daycare and Boarding
Denver, CO

Glenn Cunningham
Playful Pooch Dog Daycare and Boarding
Denver, CO

Liza Lucy
Irvine Veterinary Services
Irvine, CA

Patricia Collins
Oklahoma City, OK

Jean Ann Carrigan
Lenoir City, TN

Paul T. Phipps
Black Wolf K-9 Training Services
Pueblo, CO

Jodi Vadnais
Camp Canine LLC
Bristol, CT

Hillary Pearsall
WOOF
San Ramon, CA

Del Belisky
Kompanion Kennels
Grande Prairie, AB Canada

Joy Hunter
Birchmount Boarding Kennels
Scarborough, ON Canada

Jordan Bursach
Birchmount Boarding Kennels
Scarborough, ON Canada

Julie Cross
Golden Brook Farm LLC
Waterville, VT

Cindy Wood
Doggy Dude Ranch
Rockville, UT

Nanna Crawford
Doggy Dude Ranch
Rockville, UT

Joyce Turner
Red Dog Pet Resort & Spa
Cincinnati, OH

Melissa Kinney
Red Dog Pet Resort & Spa
Cincinnati, OH

Sandy Glansburg
Newton, NH

Kendall Peaks
America’s Uptown Hounds Luxury Resorts
Lexington, KY

Jerin Renfroe
America’s Uptown Hounds Luxury Resorts
Lexington, KY

Bobby Christensen
Glendive, MT

Iris Rumph
Adorable Doggy Play-Care, LLC
Charlotte, NC

Bill Harris
Adorable Doggy Play-Care, LLC
Charlotte, NC

Joshua D. Turpin
Shawnee, KS

Carrie E. Turpin
Shawnee, KS

Trisha Davis
Greencastle, PA

Fran Bennett
Briar Cove Kennels
Morganton, GA

Jamie Lee Marks
Hortense Beitch
Cincinnati, OH

Kim White
Countryside Kennel
Thorndale, ON Canada

Hayley Austin
Countryside Kennel
Thorndale, ON Canada

Sarah Cooper
Countryside Kennel
Thorndale, ON Canada

Cameron Eiland
Heleotis
Hingham, MA

LEVEL 2: Certified
Advanced Pet Care
Technicians

Daryl Gutknecht
Animal Motel
Milwaukee, WI

Marjorie Green
Mentor TLC Pet Lodge
Mentor, OH

Molly Floyd
Union Lake Pet Services, Inc.
Waterford, Ml

Nicole Rohling
Roaring Brook Kennels
Canton, CT

Terra Peters
Elaine’s Animal Inn & Spa
Fresno, CA

Tracy Lynch
Exmoor Pet Care Services
Austin, TX

THE TRADE ASSOCIATION FOR PET CARE PROFESSIONALS SINCE 1977



Theresa Knapp
Exmoor Pet Care Services
Austin, TX

Jennifer Dinnena
Dogwood Acres Pet Retreat
Davidsonville, MD

Monica Powers
Springfield Pet Resort/Training Center
North Street, M

Hazel Christopherson
Sheldegren Pet Resort & Salon
Safety Harbor, FL

Kimberly Stuck
Simmons Veterinary Clinic
Lake Worth, FL

Tammi White
Rob Cary Pet Resort
San Antonio, TX

Brian Spradlin
VCA Kennel Club Resort & Spa
Torrance, CA

Allison Lauder
KY Humane Society-Eastpoint Pet Resort
Louisville, KY

Amanda Otteni
Rebel Ridge Farms, Inc.
Elkton, MD

Stephanie Wiggins
Atlanta Dog Spa, Inc.
Atlanta, GA

Megan Wibright
Palms Pet Resort & Spa
San Antonio, TX

Mara Williams
Palms Pet Resort & Spa
San Antonio, TX

Shawna Perry
Palms Pet Resort & Spa
San Antonio, TX

Columbus Gangemi
Prison Trained K-9 Companion Program
Canon City, CO

Kelli M. Heit
Prison Trained K-9 Companion Program
Canon City, CO

Nick Hof
Pet Spot, Inc.
Cincinnati. OH

Linda King
Paws in Time, Inc.
West Chicago, IL

Ashley Barber
Honey Rock Dogs, LLC
Craig, CO

Alyssa King
Taurus Training and Doggy Play Day
Austin, TX

Steve Debono
Taurus Training and Doggy Play Day
Austin, TX

Jodie Perez
Camp Care-A-Lot Boarding & Daycare
Virginia Beach, VA

Steve Zanville
Best in Show Pet Resort
Garden City, NY

Jennifer Montesanto
Holly's Pride of Ancaster
Ancaster, ON Canada

Ronda Tkac
Dog Zone, LLC
Battle Creek, MI
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Classified Ads

KENNELS FOR SALE

NY RESORT: One of a kind pet
resort located in New York States
capital district area. High yield

low volume. Visit Petestates.com.

Check out additional
classified listings at
www.petcareservices.org

Attention All
PCSA Members

Please remember to update your Web sites,
brochures, business cards and yellow pages
ads with the new
Pet Care Services Association logo.

Pet CareServices

Association

You will find the new logos at www.petcare-
services.org in the Members’ Only section
under Member Downloads. Please call 877-
570-7788 x 24 if you have questions.
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Resource Guide

Pet CareServices

Association

Your Source for All Pet Care Services

The Resource Guide is a permanent feature in the PSJ
and is designed to be a convenient reference to all programs
and benefits offered by the Association.

GENERAL INFORMATION

A complete listing of PCSA staff departments and contact information is available on page 3.

For general questions or to request an information packet call toll free 877-570-7788, ext. 10

or email info@petcareservices.org.

MEMBERSHIP

Established in 1977 as the non-profit trade association for the boarding
kennel and professional pet care industry, PCSA has approximately 3,100
members nationwide and in several countries around the world. For mem-
bership applications or changes to your membership information, contact
the PCSA Membership Department via email at membership@petcareser-
vices.org or by phone: 877-570-7788, ext. 24. Information and applications
are also available online at www.petcareservices.org.

Online Membership Directory

PCSA maintains an online membership directory, in the form of the Pet
Service Locator, of all its active, auxiliary and associate (vendor) members.
Search functions allow for listings by city, state, and service.To update your
listing, contact the PCSA Membership Department via email at member-
ship@petcareservices.org or by phone at (877) 570-7788, ext. 24.

Member Incentive Recognition

When an existing PCSA member refers a new member to the association, the
referring member qualifies for a $100 credit toward any of the following:

* PCSA Membership Renewal * Enrollment in the Education Program
+ Annual Convention Registration  + Enrollment in the VFA Program

* Regional Meeting Registration

For additional information call 877-570-7788, ext. 24
or email membership@petcareservices.org.

PCSA Logo Recognition & Protection

The PCSA trademark logo is recognized by the public as an association of
pet care professionals committed to providing the best pet care possible.
PCSA members have exclusive use of the PCSA logo in advertising and pub-
lic communication, but misuse of the logo can adversely affect the public’s
trust in member facilities. It is important that all members support the limi-
tation of its use to members only. Questions or concerns about the use of
the PCSA logo can be referred to the Membership Department via email at
angela@petcareservices.org or by calling 877-570-7788, ext. 24.

MEETINGS

The Annual PCSA Convention and Trade Show, usually held in October,
offers members educational seminars, open forums, presentations by
industry leaders, and a Trade Show representing over 50 of the industry’s
top suppliers.

Spring Regional Meetings for PCSA's eleven geographic regions
nationwide provide networking and educational opportunities similar to
the national Convention on a smaller scale and allow the opportunity to
focus on topics of regional interest.

For information on meetings call John Cooke toll free 877-570-7788,
ext. 11 or visit the “Events” page of our Web site, www.petcareservices.org.
Online registration is available for most events.

THE TRADE ASSOCIATION FOR PET CARE PROFESSIONALS SINCE 1977

WEB SITE

PCSA's Web site, www.pcsa.com, receives more than 300,000 hits each
month—many of these visitors are pet owners looking for somewhere
to board their pets. The “Find a Service Provider” locator features a list-
ing of all members, sorted by city and state for pet owners who are
looking for a boarding facility in their area. The site provides public
access information such as:

- Tips for pet owners on how to select a boarding kennel

* Information about PCSA, such as our Code of Ethics, the Bill of
Rights for Pets in Boarding or Daycare Facilities, and our education
and accreditation programs.

+ Online Trade Show provides extensive list of pet services vendors
and supplies

For PCSA members, the Web site provides exclusive access to inform-
tion that helps members better manage their businesses and suc-
ceed in the kennel industry, including:

« A Bulletin Board that allows members to share their expertise or
post questions and chat with other members in real time

« Classified Ad Listings where members and other online visitors can
view and place employment or real estate advertisements

= The Pet Services Journal Online which has archived articles from
past issues of the bi-monthly magazine

» The E-Newsletter, the monthly exchange of questions and answers
for members

* The Boarderline Online makes the PCSA bi-monthly newsletter avail-
able electronically

» Download Center where members can download and print out
copies of informational pamphlets, a sample boarding contract, the
PCSA logos, as well as Industry Statistics

« A Volunteer List of kennel owners/operators who make themselves
available to answer questions on topics ranging from Animal Care
to Zoning

How do | get into the Members Only portion of the Web site?

To access the information exclusive to members, visit www.petcareser-
vices.org and click on the “Member Login” button in the red circle.You
will then be asked to enter your Member ID and Zip Code. (For interna-
tional customers, your “zip code” will be a postal code from your address
or some other number assigned by PCSA.?If you do not have this num-
ber, please contact PCSA for this information.)?Your ID number is located
above your name on the address label from the mailing envelope that your
Pet Services Journal arrives in. If you cannot locate your Member ID
number, please call membership services at 877-570-7788, ext. 22, or
email membership@petcareservices.org.
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RESOURCE GUIDE CONTINUED

COMMUNICATIONS

Pet Services Journal

& Boarderline E-Newsletter

PCSA publishes a bi-monthly magazine, Pet Services Journal, which goes to
members only. PSJ offers articles of interest to boarding kennel operators
and professional pet care providers, industry news, notices of important
meetings and events, member profiles, interviews, roundtables dealing with
industry issues, industry statistics, surveys and information about new prod-
ucts and services of value to members. In alternate months, PCSA publishes
the Boarderline E-Newsletter, which features news from the association's
eleven regions. For editorial inquiries call 877-570-7788, ext. 25, or email
phil@petcareservices.org. For advertising inquiries call 877-570-7788, ext. 21
or email: psjadsales@petcareservices.org.

Meetings and Annual Convention

PCSA offers advertising opportunities in the Annual Convention Exhibit
Program. Sponsorship opportunities are available at the Annual Convention
and Regional meetings. For rates, ad specifications and deadlines, call 877-
570-7788, ext. 11 or email john@petcareservices.org. PCSA members receive
a 10% discount on display advertising.

E-Newsletter

The PCSA E-Newsletter is a monthly forum that allows members the oppor-
tunity to communicate with each other—pose questions, share solutions,
and offer ideas. The E-Newsletter format typically presents member
responses to questions posed by members in the previous edition, followed
by new questions from members, and finally highlights of any new PCSA
information to pass on to the membership. If you are an PCSA member and
have provided us with an email address, you are on the E-Newsletter mail-
ing list. If you have not provided your email address, just call 877-570-7788,
ext. 25 or send an email to enewsletter@petcareservices.org.

H TS

Ethics Program

Based on the PCSA Code of Ethics, this unique and highley-respected Ethics
Program enables PCSA members to work toward better self-regulation and
demonstrate to the public their commitment to quality pet care and ethical
business dealings.The PCSA Code of Ethics and its companion, Bill of Rights
for Boarded Pets, is available online at www.petcareservices.org. For ques-
tions regarding the Ethics Program call 877-570-7788, ext. 18 or email
ethics@petcareservices.org.

Voluntary Facilities Accreditation (VFA) Program

The VFA program has been developed as a vehicle for profession-

alizing the boarding kennel industry by providing over 200

objective standards of excellence in 17 separate areas of kennel

operation. Participating kennels can, by bringing their facilities
into conformance with these standards, achieve accredited status designa-
tion from the association. PCSA accredited kennels are designated with the
VFA ribbon. For additional information or to enroll call 877-570-7788, ext.
16, email vfa@petcareservices.org or visit www.petcareservices.org.

Staff Education Program

The three levels of the PCSA Educational Program include: Level |-Certified
Pet Care Technician; Level ll-Advanced Certified Pet Care Technician; and
Level lll-Certified Kennel Operator. PCSA recommends the Certified Pet Care
Technician Program for all kennel staff. Many kennel operators require com-
pletion of this program by all of their personnel. This course contains the
basic information about animal care that is required by anyone who cares
for pets. The second step in the three-level PCSA education program is the
Certified Advanced Pet Care Technician Program, which offers more
advanced training in pet care and an introduction to kennel management.
Completion of both the CPCT and CAPCT Programs is required for personnel
who wish to apply for certification in the third level of the PCSA program,
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the Certified Kennel Operator (CKO) Program.The Level | and Level Il
certification tests may be taken online. Level | certification testing is
also available in Spanish. For additional information or to enroll call
877-570-7788, ext. 14, email education@petcareservices.org or visit
www.petcareservices.org.

SECTIONS

PCSA has several special “Sections” to provide a resource center for
PCSA members in which to find and share information. Information
specific to these Sections is available in the Pet Services Journal,
online at www.petcareservices.org, and in the form of seminars pre-
sented at national conventions. For additional information contact
the Section chairperson listed below.

Grooming Section: Grace Woodford, CKO, 22 Jefferson Place,
Newnan, Georgia 30263

Email: doghouseknnl@bellsouth.net or
grooming@petcareservices.org

Training Section: Jim Burwell
Houston, TX
Email: jim@petiquettedog.com or training@petcareservices.org

Daycare Section: Heather Staas
50 Russo Circle, Agawam, MA, 01001
Email: k9capers413@aol.com

Cat Boarding Section: Susan Edwards

The Cat’s Nest Boarding & Daycare

1436 S. Main St., Milpitas, CA 95035

Email: catsnest@earthlink.net or catboarding@petcareservices.org

Dog Boarding Section: Liz Wilmot, CKO, 9214 Boyds Turn Road,
Owings, MD 20736

Email: countrysidekennels@verizon.net or dogboarding@petcareser-
vices.org

COMMUNITY OUTREACH

Public Education

PCSA conducts ongoing public education about the industry by
means of print advertising, news releases, brochures, seminars and
consultation with feature writers for various national publications.
The association promotes the PCSA Bill of Rights for Boarded Pets,
which spells out for pet owners the obligations of member boarding
kennels to their clients and the animals in their care.

Educational Literature

“Let’s Talk About..."” Brochure Series masters are provided to PCSA
members for duplication and distribution to clients on a wide range
of topics related to boarding pets. For a complete list, check out the
“Downloads” section under the “General Store” heading at www.pet-
careservices.org.

The booklet “How to Select a Boarding Facility”is a great tool to edu-
cate pet owners on quality boarding services and a great way to pro-
mote yourself as an PCSA member. Clip & Copy Articles in each issue
of the Pet Services Journal include a wide variety of topics of interest
to pet owners and are designed to be cut out of the magazine and

passed out to clients. A collection of 19 of the past Clip & Copy articles
along with the How to Select a Boarding Facility booklet and all of the
Let’s Talk About... brochures is available in the Pet Owner’s Packet. For
more information or to order these materials call 877-570-7788, ext. 10,
email orders@petcareservices.org, or visit www.petcareservices.org.

Partnership with Canine Companions for Independence (CCl)
PCSA is proud to partner with a group that has successfully blended
a great love of dogs with a focused mission to help others — Canine
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Companions for Independence. CCl is an organization that enhances
the lives of people with disabilities by providing highly trained assistances
dogs and ongoing support to ensure quality partnerships. PCSA par-
ticipates in fund raising efforts for CCl and many PCSA members have
volunteered to provide quality boarding options to CCl puppy raisers.
PCSA coordinates and sponsors an annual coloring contest for members
to participate in to benefit CCl. If you would like to get involved in the
CCl partnership, or would like more information, send an email to
membership@petcareservices.org or call 877-570-7788, ext. 22.

Emergency Relief Fund

The PCSA Emergency Relief Fund provides a way for members and
concerned individuals to make contributions to help pets, pet care
professionals and pet rescue organizations.The fund is administered by
a panel comprised of the PCSA president and the directors of the affected
regions.The fund is incorporated as a 501(c)(3) tax-exempt entity and
contributions are tax-deductible. Donations may be made online at
www.petcareservices.org or by calling ABKA toll free 877-570-7788, ext. 10.

el

£ PRODUCTS AND SERVICES
Books and Videos
PCSA publishes several books for industry members... Building, Buying
and Operating a Boarding Kennel helps prospective industry members
understand more about the pet-care industry and is the authoritative
source for design assistance for construction and remodeling of modern
pet-care facilities. PCSA also offers a variety of specialized books and
booklets dealing with specific industry issues, such as:The Law and the
Boarding Kennel Operator, Dealing With Aggressive Dogs, Public Relations
Guide for Boarding Kennel Operators, Sample Kennel Procedures Manual,
Taking Lawful Employment Actions and more.Video titles include: How
to Operate a Doggie Daycare, Pre-Entry Evaluations for Dogs and more.
For information or to order call 877-570-7788, ext. 10, email
orders@petcareservices.org, or visit www.petcareservices.org.

Convention Audio/Video Tapes

Seminars held at past PCSA national conventions are available on audio,
video or DVD. For a complete listing of seminar titles call 877-570-7788,
ext. 10, email orders@petcareservices.org, or visit www.petcareservices.org.

Industry Research

PCSA publishes bi-annual industry statistics that come from data sup-
plied by a survey of PCSA members. This report lists average income
and expense percentages for small, medium and large kennels, in all
service areas.These figures can assist kennel operators in evaluating
their own kennel figures, or can assist in developing proposals for
financing. The association also collects information from pet owners
for indications of industry trends and consumer demands.

Insurance

A number of insurance programs are available that offer several dramatic
money-saving advantages to boarding kennels and grooming shops,
some available at attractive rates to PCSA members. Plans cover prop-
erty, pets, general and professional liability and health. Some offer
discounts to members who are certified or whose kennels are accred-
ited. For information, call toll-free 877-570-7788, ext. 10, look up
“Insurance” on the “Industry Supplier” page of the PCSA Web site
(www.petcareservices.org), or email membership@petcareservices.org.

Credit Card Processing

PCSA has partnered with the world’s largest credit card processor to
offer members a low cost, state of the art processing program.
Merchant Services, a First Data Company, has developed a members
only program that offers the lowest possible rates and award winning
service.You can call toll free (800-432-7192) for answers to any credit
card processing question. You may also fax your current processing
statement to 904-491-5016 to receive a complimentary analysis to
make certain you are not paying too much.

Pet CareServices 1702e.pikes eak Ave.,
Association Colorado Springs, CO 80909

Toll Free: 877-570-7788 / Phone: 719-667-1600 / Fax: 719-667-0116
Internet: www.petcareservices.org
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