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OVERVIEW

Austin Animal Center ( i A Ai€tbe)municipal shelter for the City of Austin and unincorporated
Travis County, providing shelter to thousands of animals annually as well as providing animal
protection and pet resource services. AAC accepts stray and owned animals regardless of age,
health, species, or breed. The goal is to place all adoptable animals in forever homes through
adoption, foster care, or rescue partner groups.

Animal Services has numerous programs and partnerships designed to help pets in the shelter,
in the community, and in their homes.

Mission Statement

To provide public service and a safety net for lost and homeless animals in the
community by providing necessary food, water, shelter, and standard municipal veterinary care
for animals in need.

To provide placement services that will assist lost, homeless or sheltered animals to their
homes or find new homes, when necessary, to provide live outcomes for at least 95% of
sheltered animals.

To enforce animal regulations and assist the public with animal-related concerns,
including impoundment, quarantine, and other rabies control services in order to protect citizens
and animals in our community.

To provide animal services to the public in order to educate and prevent animal
homelessness and promote humane, compassionate treatment of animals and responsible pet
ownership.

The day-to-day operations of AAC fall under the leadership of Don Bland who is the Chief
Animal Services Officer who reports directly to Assistant City Manager, Stephanie Hayden-
Howard. City Administration is responsible for the hiring, evaluating, and terminating of this
position. The Chief Animal Services Officer oversees a staff of more than 150 FTEs and
temporary employees. The work of the AAC staff is supplemented by a volunteer program that
has approximately 1,000 registered volunteers, of which only 30 are logging volunteer hours on
a regular basis.

In 2022, AAC took in 6,425 dogs, 4,680 cats, 312 small animals and 405 wild animals, and had
a live release rate of 97.3%.
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AAC leadership collaborates with an Animal Advisory Commission whose purpose and duties
are to:

1) advise the City Council and the Travis County Commissioners Court on compliance with
Texas Health and Safety Code Chapter 823 (Animal Shelters);

2) advise the city council on animal welfare policies and on budget priorities identified by
the Commission and the community, except on issues related to the administration of the
Animal Services Department.

3) advise the Travis County Commissioners Court on animal welfare policies.

4) promote collaboration between the City and members of the public, institutions, and
agencies interested in or conducting activities relating to animal welfare in the city;

5) identify proactive, creative approaches to engage and facilitate communication within the
animal welfare community; and

6) foster and assist the development of animal welfare programs in the community.

The Animal Advisory Commission is an advisory only board and does not have any input in
shelter operations, or the hiring, review, and termination of the director.
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This evaluation was conducted by the National Center for Animal Shelter Evaluations (NCASE).
NCASE conducted the on-site portion of its evaluation over a four-day period from July 9-12,
2023, which consisted of observing, documenting, and interviewing shelter staff, volunteers,
and visitors about the various aspects of shelter operations including (but not limited to) these
six areas:

Facility (Exterior & Interior)
Operations

Animals

Animal Veterinary Medicine

Marketing, Public & Community Relations
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Volunteers

Often the most helpful insights are obtained through casual, but confidential, conversations

with staff, volunteers, and visitors. These conversations allow the evaluator(s) an opportunity to
gauge internal and external attitudes and perceptions regardingtheor gani zati onods
management, animal care, and governance. Opinions coupled with observations frequently
reveal strengths and weaknesses that have an impact on the operations and reputation of the
entire organization.

This final report is made up of six-(6) different parts (see page 2). A summary of the evaluation,
observations, and findings are documented in each part along with recommendations.

We encourage organizational leadership to read and view this report as a tool for positive
change.

Some of the recommendations in this report may be easy to implement, while others may
require a systemic change that may take many months, professional assistance, and even
changes in personnel to successfully effect change. We recognize that change is never easy
and may be met with resistance. Sometimes, however, change is necessary to improve the
operational health and sustainability of an organization.

If you have any questions regarding the final report or the contents within, please feel free to

contact us. Thank you for allowing us this opportunity to work witht he Ci ty of Awust

Office and the Austin Animal Center.
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The typical process for an NCASE evaluation begins with submission of a Request for
Information (RFI) from the entity requesting the evaluation. The RFI asks the shelter to
submit all documents related to shelter operations from Standard Operating Procedures to
Financials to Staffing to Programs and Services, to name but a few. Once this material
has been submitted to NCASE, it is then reviewed over a period of three-to-four weeks
before scheduling the on-site visit. This allows NCASE evaluator(s) an opportunity to
familiarize themselves with shelter operations, local laws and codes, and shelter statistical
I nformati on. However, due to an expedite
Office, this evaluation was conducted without the benefit of the evaluator receiving and
reviewing any information prior to the on-site evaluation. Much of the information
requested as part of this evaluation came in piecemeal and was either received during or
after the on-site evaluation. This amended process may have compromised some of the
information and/or analysis offered in this report
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PART I. FACILITY

Exterior of Shelter

The Austin Animal Center ( i AA)Ccomprised of nine separate buildings totaling
approximately 41,000 square-feet. (AAC leadership was unable to provide s.f. of each individual
building). AAC is located on Levander Loops (a four-lane arterial) approximately four miles east
of downtown Austin. The front of the shelter faces north, opposite green space, while the rear
of the building faces south towards Levander Loop. West of the building is the main entrance
into the complex containing Austin Animal Center and the Department of Public Health, while to
the east of the campus faces Gardner Road. (There is a secondary way to the campus via
Gardner Road.) The AAC has four parking areas. Two parking areas (contiguous to one
another), one to the west of the campus, while one parking area is on the southern end of the
campus facing Levander Loop.
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The following campus diagram is provided to AAC visitors entering the building.

As the diagram illustrates, Austin Animal Center has its main building which contains cats, small
dogs, and critters (i.e. small mammals such as guinea pigs, rabbits and other). The main
building also has veterinary-medical, which is not shown on the diagram. There are six,
separate stand-alone buildings for dogs, known as building 000s, 100s, 200s, 300s, 400s, and
the 500s. The 500s are used to house dogs with URI, or that are designated SBI (Severe
Bodily Injury).

Welcome to Austin Animal Center!

- - = sessessssatiiitiatetitaitiaitiaaa : URI means Upper Respiratory *
Some tlps for yOIII' VISIt: : : Infection. These dogs are :
: receiving treatment in isolation.
Just ask staff if you'd like to
interact with any of them!

*2» You can get out any pet with a
green dot or tag on their kennel
card. For those dogs, just grab a
leash and head to an empty play
yard or pen.

- e e o e e e oW
- e e s e e e e s

s’ Please sanitize your hands
between touching pets.

s2¢ Check in with lobby staff after
6 pm to see if the adoption line
is still open. Wait times may be

longer on certain days. S ——

The dogs in this ~ *
building prefer that :
you say “Hello!” on :
the outside. Don't  :

Ready to adopt?
: forget about the dogs :

Scan the QR code on the pet’s kennel card :

and fill out the application. Can’t find a QR & L i
code or just have questions? Scan one of :
the QR codes below.

Dogs
000

Lobby
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Signage (On-site)

A large identification sign located at the entrance to the campus is visible from the main arterial
road (Levander Loop). In addition, there are several directional signs on the property directing
visitors to the main entrance of the Austin Animal Center.

Directional Signage
There are several directional signs within ¥-mile distance from the Animal Center, such as the
one shown below:
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Parking

There are four parking areas for the Austin Animal Center. One parking area on the southern
side offers 15 parking stalls; a second area to the southwest of the main building has 25 stalls
including one accessible parking space and four-(4) electric charging stations, while a third area
e X i st s -shape with 38 phdking stalls; and lastly a fourth area exists, closest to the main
entrance (and likely shared with the City of Austin i Office of Vital Records) that offers eight-(8)
parking stalls, of which three are accessible parking stalls. The evaluator observed 90% of
parking stalls occupied during certain times of the day.
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Entryways
The Austin Animal Center has three primary means of entrance:
T APubl i doptidng)dacing north (to the east of the parking area) (top left)
1 Employee access door on the western side of the main building (top right)
T APublico door (Pet Re siofurthec easttBanthe adopjionst aci ng
building) (bottom)

There are other means of entry into the various buildings on the campus, some require access
through gates, but these are the three primary accessways.
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Security Systems and Cameras

The facility does have a building alarm system, with fire and heat sensors, through Johnson
Controls. The security system activates at midnight and turns off at 6 AM and is only tied into
door access, not windows. A key code can override the alarm. All employees and volunteers
are provided badges to the building with programming that grants/restricts access to certain
doors/areas.

Austin Animal Center also has a digital security camera system provided by Salient Security
that, according to AAC director, provides 34 cameras (four-(4) interior focused cameras:
adoption lobby, intake lobby, the sally port, and the pharmacy) and 30-exterior focused
cameras). The security camera system is stored on a server (remotely) and stores video for 30
days on the cloud.

Animal Shelter Services LLC retains ownership of all information contained in this document. This document is subject to public
records | aw and the publ i cds awi Aryinfornsafion cantaioed witkin this documentgmay nstbea t e
reproduced, copied, published, distributed, or otherwise shared, in whole, or in part, without prior written permission of Animal Shelter Services,
LLC, unless mandated by State or Federal Law. Distribution of this document is limited to the Office of the City Auditor with the City of Austin,
the Austin Animal Center, and City of Austin Government. Any person or third party that possesses, publishes, or distributes this report, in
whole or in part, is in violation of copyright infringement and subject to damages up to $150,000 under United States federal copyright law.
©Animal Shelter Services LLC 2023.



13

Grounds

The entire building grounds were unkept and disorganized with many items strewn about that
either made the facility look less than desirable and/or posed a threat of injury (risk and liability
to the Center and the City of Austin).

Ground maintenance is lacking and the building exterior shows poorly. It should be noted that
on the fourth day of the evaluation, ground maintenance did address some, but not all, of the
issues throughout this report.

These dirty garbage cans, atiis used glove,
remained in the same place at the front of the
0dzA t RAy 3 T2 NJ (i kday vBifncliidity
on Tuesday, July 11 when the Mayor made a visit t(
Austin Animal Center.
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Outdoor Play Yards

The Austin Animal Center offers numerous outdoor play yards for dogs to exercise and gain
social time with other dogs (as part of play groups). Some of these play yards had piles of
organic debris (leaves, branches, etc) and one had numerous piles of dried and hardened
feces. Although decomposed leaves are essential for recycling on natural grass, these piles
were not aesthetically pleasing to view. Also, the large fallen branches on the ground are a
tripping hazard for people.

Animal Shelter Services LLC retains ownership of all information contained in this document. This document is subject to public
records | aw and the publicds awi 4nyinfornsafion cantained witkin this documentgmiay netbea t e |
reproduced, copied, published, distributed, or otherwise shared, in whole, or in part, without prior written permission of Animal Shelter Services,
LLC, unless mandated by State or Federal Law. Distribution of this document is limited to the Office of the City Auditor with the City of Austin,

the Austin Animal Center, and City of Austin Government. Any person or third party that possesses, publishes, or distributes this report, in

whole or in part, is in violation of copyright infringement and subject to damages up to $150,000 under United States federal copyright law.
©Animal Shelter Services LLC 2023.



15

Outdoor Play Pens

In addition to the play yards, there are a handful of outdoor fenced-in, square, shaded play pens

that offer bench seating. The evaluator noticed that the kiddie play pools, as well as water

bowls, contained algae in the water. Algae in water is not aesthetically pleasing to look at and
presents veterinary-medical issues such as gastrointestinal issues, and skin irritation, and in

some cases, can lead to poisoning. Algae is an aquatic plant that grows in damp environments

and is particularly common during humid conditions when water does not evaporate as quickly.

It is also an indication that the kiddie pool and the water bowls are not being properly cleaned

and sanitized. This condi t i ofour-dagevisia iISomewhatf or t h
ironi cally, on the organizationdbés website, under
Harmful algae in Austin.

LT R
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Courtyard

Nestled between the rear of the Adoption Center and the front of the cat and rabbit adoption
building is a Courtyard with a fenced-in doggie play area surrounding a large, shade-offering
tree. Around the perimeter of this fenced area are concrete slabs for benches. While the tree
offers excellent shading for the doggie play yard and parts of the surrounding courtyard, many
of the tree branches sweep low to the ground (measuring as low as four feet off the ground).
This is a risk and liability for the AAC and City as individuals could walk into a branch and poke
their eye. Mccording to City Ordinance 14-9, residents are required to keep the right of way
clear of cars, dockless vehicles, waste carts, and other obstacles that inhibit safe pedestrian
use of streets and sidewalks.

Use the following guidelines to help keep your right of way clear:

1 Sidewalks: Limbs and vegetation must be trimmed back from the edge of and at least
eight feet above.o

In the northwest corner, next to the administrative wing of the building, large weeds and
overgrowth were observed, engulfing the perimeter of the brick walkway and even sprouting up
between bricks. This gives the property a rundown and neglected appearance.
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The rear exit door from the Adoption Center is flanked by two, very large polyethylene blue
tarps tied to the back of viewing kennels A2 & A3. Both tarps are deteriorating from exposure
to the elements and give a less than desired look for the facility.

i “\\\ \\\§\\\\\\\\\&\\ a1 l,m

0. o
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Examining the eaves to the entry to both the rear of the adoption lobby and front of the cat and
rabbit center, you will view a lot of straw. These are presumed to be bird nests. This gives an
unkept appearance and droppings from birds are a human and animal health hazard.
Furthermore, this poses a fire hazard for the building.

Bird droppings put dogs at risk for histoplasmosis. Dogs eating bird droppings can also expose
them to caustic substances like uric acid and bacteria like salmonella, resulting in vomiting,
diarrhea, and other health problems.

The health risks of bird droppings are not the only concerns, either. Birds and bird droppings
can actually cause extensive damage property due to the fact that bird droppings_contain uric
acid, which has a pH level of around 3.5 to 4. Uric acid can eat through a number of building
materials including tar-based roofing, stone, metal, and siding.
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Furthermore, the simple act of cleaning-up bird droppings can cause many contaminates to
become airborne. Exposure to these diseases occurs when the spores are inhaled. Therefore, it
is extremely important that staff who clean heavily contaminated areas with droppings wear
proper PPE (including a respirator mask) to avoid exposure.

Also, the eastern side of the courtyard has a few items scattered around the wall that reflect
poorly on the condition of the grounds but also serve as a tripping hazard and a liability.

A
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And lastly, there are four shade umbrellas placed between the courtyard and the western-most

dog kennel (000). Two of the shade umbrellas were not fully opened nor closed. (The shade
umbrella in front of building200has br oken support ri BhsBothdfat han
these umbrellas could cause injury to a person. This is a risk and liability for the Center and the

City.

Other Exterior Findings
In addition to the observations made in the preceding pages, these are other issues that were
identified as part of the evaluation:

As the photo below shows, there are a myriad of items (blankets, pools, containers, tarps) just
randomly placed/left around the exterior of the building. As stated previously in this report,
these are tripping hazards, and give a rundown and neglected appearance.
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The Sally-Port appears to be a catch-all area for just about anything and everything. Itis
disorganized, cluttered, and many items in storage are dirty, unsanitary, and even have bird
droppings or mouse droppings on, or in them.

S /9]

==

]

L l

Animal Shelter Services LLC retains ownership of all information contained in this document. This document is subject to public
records | aw and the publicds awi 4ryinfornsafion cantaioee witkin this documentgmay netbea t e
reproduced, copied, published, distributed, or otherwise shared, in whole, or in part, without prior written permission of Animal Shelter Services,
LLC, unless mandated by State or Federal Law. Distribution of this document is limited to the Office of the City Auditor with the City of Austin,
the Austin Animal Center, and City of Austin Government. Any person or third party that possesses, publishes, or distributes this report, in
whole or in part, is in violation of copyright infringement and subject to damages up to $150,000 under United States federal copyright law.
©Animal Shelter Services LLC 2023.



21

Many of the walkways and areas next to buildings have high grass growth, weeds, dog feces
and other random items found lying around.
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The walkways that run along the exterior portion of the dog kennel buildings are nothing more

than an above-ground cesspool containing dog feces, urine, hair and fur. Since the walkway

lacks a proper drainage system, staff and volunteers use the hose to squirt organic material

from the outside portion of the dog kennels to the far side of the sidewalk, where it has been
accumulating for months. The grassy area next to the sidewalk harbors a myriad of pathogens,
and the foul odor is overwhelming. (Giventhe heatandhumi di ty at the ti me
visit, this would appear to be a problem for at least a quarter of the year when the average daily
high in Austin i s theobghSeptentb& ) F from June

It is highly likely that the grassy area contains harmful pathogens that could lead to an outbreak
in the shelter.
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Analysis and Recommendation(s)

The appearance of the building exterior (buildings and grounds) suffers from poor upkeep and

conveys an unkept appearance. For an organization that views itself as a national and

international model, the first appearance does not meet the expectatonsof t he or gani z
reputation. Though common s e n stlee,ideafiappearance of the outside look of a business

space can create a built environment that affects the mood, health, and overall attitude of those

who ar e ar ou Bxderpafromd the omling atticle) Buginess Space: Why the Outside

Looks Matter.)

The following recommendations are made:
1. AACO6 s mi s promota humane, tompassionate treatment of animals and
responsible pet ownership as well to enforce animal regulations. Judging by the
mai ntenance of the buildings and grounds, t
and how it conducts itself.

2. The entire building grounds need to be de-cluttered and organized. Certain areas need
to be cleaned and sanitized. Furthermore, landscaping should be done on a regular
basis to prevent building grounds from having overgrowth. This means AAC leadership
should develop a system of accountability and responsibility so the deficiencies with the
grounds (identified in this section) are immediately rectified. A system needs to be
developed and introduced to proactively address any building and grounds issues.
Department supervisors should conduct a daily walk around the exterior grounds, and
outdoor play yards to inspect conditions. All deficiencies, especially tripping hazards,
and piles of dog feces (which aside from making for a poor appearance, can have an
impact on pet health and safety), are immediately addressed.

Outdoor play yards must always be cleaned and sanitized after each dog is removed.

4. Birds and their droppings can truly create unsafe work environments. First, the droppings
can be slippery, and employees or customers could fall. The droppings do not just create
a messy and dirty environment; they can be a real hazard. In a worst-case scenario, a
fall at your property could create a lawsuit and a subsequent expensive settlement. The
health hazards of bird droppings previously discussed can also cause a significant issue
for commercial properties. For instance, a teacher in Florida won a_$1.2 million
settlement when he contracted a disease from bird droppings when working at a school.

5. Bird droppings are linked to over 60 different diseases and potentially serious health
risks, along with causing substantial property damage. Preventing them from causing
damage at AAC is imperative.

w

Animal Shelter Services LLC retains ownership of all information contained in this document. This document is subject to public
records | aw and the publ i cds awi 4nyinfornsafion cantained witkin this documentgriay nstbea t e |
reproduced, copied, published, distributed, or otherwise shared, in whole, or in part, without prior written permission of Animal Shelter Services,
LLC, unless mandated by State or Federal Law. Distribution of this document is limited to the Office of the City Auditor with the City of Austin,

the Austin Animal Center, and City of Austin Government. Any person or third party that possesses, publishes, or distributes this report, in

whole or in part, is in violation of copyright infringement and subject to damages up to $150,000 under United States federal copyright law.
©Animal Shelter Services LLC 2023.


https://ohsonline.com/Articles/2008/07/The-Real-Cost-of-Uncontrolled-Bird-Infestations.aspx?Page=1
https://ohsonline.com/Articles/2008/07/The-Real-Cost-of-Uncontrolled-Bird-Infestations.aspx?Page=1

24

Interior of Shelter

Austin Animal Center
The interior of the Austin Animal Center consists of 78 separate and distinct rooms (as seen in
the table below). A list of the identified rooms is provided below:

The 78 rooms are:

Room # Room description
102 Volunteer & rescue/foster coordinators
103 volunteer office
104 Customer Service Program Manager and Supervisors
109 multipurpose room
110 storage
111 kitchen
115 small dogs (area B)

116 cat URI isolation

117 small dogs (area D)
118 cats

119 exotic animals

119 ringworm ward

121 cat building

126 cat resource room/nursery
127 cat room

128 cat room

134 cat isolation

135 cat ICU

136 cat quarantine area
137 cat isolation

138 healthy kittens/SNR
140 mechanical room/boiler
142 cat holding

143 oxygen mechanical room
144 VS Supervisor

146 central pharmacy

147 exam room 3

148 exam room 2
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149 exam room 1

150 storage

152 surgery prep

153 pre/post op room

154 large dog ICU

155 vet office

156 small dog ICU

157 dog holding

158 dog evaluation

160 medical area

161 storage

162 vet services storage

164 X-ray

164 Animal Care supervisors

165 food prep/dishwasher

168 custodial

169 shower

170 head vet office

171 grooming/employee locker room
172 laundry

174 mechanical

200 central admin/cubicles

201 small conference room

202 Animal Protection Office

207 Austin Police Cruelty Division
208 Admin Office and Operations Program Manager
210 storage closet outreach program
211 storage closet volunteer program
214 Storage and mailroom

215 telecommunication room

216 Human Resource office

217 Dept. Executive Assistant Office
218 Deputy Chief office

219 Mechanical room

220 Chief Office

221 Enrichment Team office
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300 100&200 kennel suites
306 300 kennel run
309 400 kennel run
312 500 kennel run
315 dog quarantine facility
000 000 kennel run
110-A mechanical
110-B telecommunication room 2
118-B mechanical room
122-125 cat rooms
126-B mechanical
131-133 PRC offices
145-C mechanical room
Al-A4 lobby kennels

Due to the identification of systemic issues ( i t h e with th@physical facility, we have
amended our typical reporting structure for this specific report. Since many of the same issues
exist in many of the 78 rooms, this section of the report will i more broadly i address the
thematic issues and use photos to give examples of each of the themes.

The five-(5) themes for the facility are as follows:
1. Disorganized, cluttered, and unsanitary work environment for people (staff, volunteers)
la. Inadequate ventilation system
Dirty and unsanitary spots within animal housing areas
Dirty and unsanitary equipment and supplies in animal housing areas
Animal comfort and safety is not maintained.
Inadequate primary enclosures.

abrwn

All five themes are the direct result of ineffective leadership at AAC. Many of these issues are
the result of many months, if not years, of neglect. It is unthinkable that the Chief of this
department can walk into, and around the building, day after day, and not see these issues and
have them addressed by staff.
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1. Disorganized, cluttered, and unsanitary environment for people

As mentioned previously in this report, the Sally-Port is a disorganized and cluttered area with
many storage items that are dirty and unsanitary. Not only were bird and small rodent
droppings found, but several piles of smeared feces were found on the ground throughout the
sally-port. Most of the feces remained for the entire four-day period.

The following photos illustrate other areas that are disorganized and cluttered containing dirty
and unsanitary equipment (including PPE) as well as other items.

Animal Shelter Services LLC retains ownership of all information contained in this document. This document is subject to public
records | aw and the publicds awi 4nyinfornsafion cantained witkin this documentgmiay netbea t e |
reproduced, copied, published, distributed, or otherwise shared, in whole, or in part, without prior written permission of Animal Shelter Services,
LLC, unless mandated by State or Federal Law. Distribution of this document is limited to the Office of the City Auditor with the City of Austin,

the Austin Animal Center, and City of Austin Government. Any person or third party that possesses, publishes, or distributes this report, in

whole or in part, is in violation of copyright infringement and subject to damages up to $150,000 under United States federal copyright law.
©Animal Shelter Services LLC 2023.



