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Adoption Flow: Start to Finish

Appointment Based Adoption Program Overview

To help reduce the amount of foot traffic there is in our Lifesaving Centers, we will be moving all client
adoptions towards an appointment-based flow until further notice. As a reminder, this is a temporary
solution to sustain our Lifesaving efforts for the animals in our care while also ensuring the safety of our
staff during this time.

To summarize, clients will be able to see our available dogs and cats online as the remote Lifesaving
Team is working to spruce up all online profiles with in-home pictures and up to date bios. Afterwards,
the client will be directed to fill out an adoption survey for a cat or dog. The survey goes into lifestyle
and interests to provide the remote team the information needed to make thoughtful suggestions.
Once the client/adopter has reviewed the information and narrowed down their selections, the
Lifesaving Team will work schedule them in for an appointment. At the time of the appointment, they
will meet their choices and once decided, the Lifesaving Team will process the adoption.

If your center has DocuSign, then | would recommend completing the adoption via telecommunication.

If your center does not have DocuSign, then ensure all necessary contracts, waivers, disclaimers,
agreements, etc are signed, and then we will email all medical and behavior documents. We can print
the documents at the request of the adopter.

This Program Flow also includes utilizing AirTable, WaitWhile, and ShelterLuv.



SECTION 1: Airtable

Airtable can store information in a spreadsheet that's visually appealing and easy-to-use, but it's also
powerful enough to act as a database that we can use for customer-relationship management (CRM),
task management, project planning, and tracking progress.

For additional support or tips on how to utilize Airtable, go to https://support.airtable.com/hc/en-us

Terminology Overview

BFLA Adoptions Program Pro
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Dog Matchmaking  Cat Matchmaking SAMPLE Dog
Surveys Surveys Matchmaking
Survey

Base

An Airtable base contains all of the information you need for a particular project or collection. Each of
the square icons on your homepage is a different base. It's kind of like a workbook in a traditional
spreadsheet, and can contain multiple tables of content.

View Overview

In a traditional spreadsheet, every user sees the contents of your sheets in the same way—if you want
to hide or freeze columns, for example, everyone else will be forced to see those changes as well.

In Airtable, however, you can create views, which are set, specified ways of looking at your information.
What does this mean? Well, for example, if you have a table with many, many fields, you can create a
view which will hide certain fields and make the table a little easier to navigate.

The important thing to understand is that a view is just a different way of looking at the same
underlying data! (This means that if you edit the data in a record while in one view, it will change that
data for all views, since all views are looking at the same record.)

Add a view: B8 Grid B Form B Calendar B8 Gallery @0 Kanban

Grid View: A grid view, or table view, is the default view type of an Airtable database on the web client.
It closely resembles a spreadsheet as the records and fields are organized into rows and columns,
respectively.



4] QO Dog Matchmaking Surveys ~ wer @ &4 Q)
=  Dog Matchmaker Surveys ~ 9 24 BLOCKS
v 3 All Adopters @ Hidefields T Filter  [Z) Grouped by 1field 4t Sort & Color =1 (3 - Q
(] A Name =7 Status A Recent Notes [ Appointment ... , Cell Phone ... == E-Mail Address =% Are there children th... © How often do you t

STATUS
v (Empty) Count 3
1 Daniel Sivalingam (661) 225-7236 lynneawaters@gmail.c...  Yes, ages 5-9 Regularly (weekly to ¢
2 Vanessa Vega (213) 454-8409 vanessavega.13.94@g...  No children Semi-regularly (a cou
3 Alexander Cendejas (818) 984-9925 alex.cendejas21@gmail... ~ Yes, ages 5-9  Yes, ages 1(  Semi-regularly (a cot
+

STATUS

Y =TT Count17

4 1 Caitlin Danias Emailed 2/19 TA (suggested Aaliyah) (310) 909-9088  caitlin.danias@gmail.co...  Yes, ages 0-4  Yes, ages 5
5 Mariel Garcia Emailed 2/20 AD suggested Jessabella  2/18/2020 4:00am  (323) 506-0687  maryndiego0501@hot...  Yes, ages 0-4

6 Stacy Farfan Emailed 2/20 AD suggested Aaliyah an... (323)788-5739 haydeefarfani2@aol.co... ~ Yes, ages 0-4

7 Christine Topolinski Emailed 2/20 AD suggested Minx (310) 467-5116 christine.topolinski@g... ~ No children

8 Sahar Shamsian Emailed suggested Jessabella, Neville, ... (818) 585-6304 saharj007@yahoo.com Yes, ages 0-4

9 Alexander Oms Emailed 2/20 suggested Geoffrey and ... (623) 262-0569 axeoms@yahoo.com Yes, ages 10-15

10 Sofie Vanhal Emailed 2/20 AD suggested Yucca and... (818) 730-7185 svanhal@umich.edu No children

11 Lea Hunter Emailed suggesting Mississippi, Jessab... (214) 995-2685 leahunter11@gmail.com Yes, ages 5-9

12 2 DanyaSmith Second session with Cannoli on 2/29 2/29/2020 4:30pm  (661)993-2842  inswizrd@gmail.com No children

Regularly (weekly to
Almost never (a coup
Almost never (a coup
Almost never (a coup
Semi-regularly (a cou
Almost never (a coup
Semi-regularly (a cou
Semi-regularly (a cou

Almost never (a coup

Form View: This is essentially the adoption survey. Edit, add or delete questions in thie view. You can
also add additional fields, like Internal Notes, that are hidden from the client’s view if you click the ‘hide’

feature. (see below)

i A= s there anything else you would like us to know? Required (728 Hide field

Is there anything else you would like us to know?

Manage and see all hidden fields on the left side panel in Form View.

v B3 BFLA Dog Matchmaking Sur... ‘& [Z Shareform @ Openform =

Fields remove all  add all
=% Status i Is there anything else you would like us to know?
A Recent Notes

B Appointment Date

Drag and drop fields here to hide

+ Add afield to this table Find My Dog Match!



Quick Tips and Shortcuts

Expanded Views allows you to see the client’s survey and internal comments full screen.
STATUS

Count 9
(Empty)

1 Elizabeth Lisov

«" | Sue Taylor

% Insert record above

3 Nancy Spindel
§ Insert record below
4 Anna Brown
S Caitlin Danias \® Duplicate record
6 Jack Schlesinger «” Expand record
7 B3 Copy record URL
8 Send record...
9 =
@ Delete record
&
~ ACTIVITY N
Sue Taylor ~
A NAME
Public user submitted via form 20h
Sue Taylori NAME
Sue Taylor
I CELL PHONE NUMBER
STATUS

(805) 807-1478

Select an option
E-MAIL ADDRESS

staylor@lIvusd.org

RECENT NOTES WHICH OF THE FOLLOWING OPTIONS BEST
DESCRIBES YOUR HOUSING TYPE?

House

DO YOU OWN OR RENT THE PLACE WHERE
YOU ARE LIVING?

S Own
mm/dd/yyyy hh:mm pm DO YOU HAVE OTHER DOGS IN THE HOME?
Yes
CELL PHONE NUMBER . IF YOU HAVE DOGS, PLEASE SELECT THE
SIZE CATEGORIES FOR THEM
(805) 807-1478 | arae (41lbs or biaaer)

Filtered Views

'Filtered Views' are a way to filter through the adopter’s information and automatically adds them to the
appropriate. For instance, if they do not have kids or other pets, they will automatically be added to the
“No: Kids or Other Pets” view.



Internal Communications

Utilizing AirTable for our internal communications will be critical for the success and organization of this
program. There are 3 fields you can utilize for this: Status, Internal Notes, and Appointment Scheduled

(highlighted below).

=]

= Dog Matchmaker Surveys

v [ All Adopters
A Name
STATUS
v (Empty)
1 Elizabeth Lisov
2 Sue Taylor
Nancy Spindel
4 Anna Brown

5 Caitlin Danias

O Dog Matchmaking Surveys ~

+]

@ Hide fields = Filter  [3) Grouped by 1field 4t Sort & Color =1 (5

=7 Status A Internal Notes & Appointment ... . Cell Phone .

(818) 522-7855
(805) 807-1478
(818) 439-2822
(714) 300-5802

(310) 909-9088

. =% E-Mail Address =3 Avre there children
lizlisov07 @gmail.com Yes, ages 10-15 Y
staylor@lvusd.org No children

gamanancy1@sbcglob... Yes, ages 10-15
themattinez family@ya...  Yes, ages 5-9

caitlin.danias@gmail.co... ~ Yes, ages 0-4

Utilize these sections to keep each other up to date on the adopter’s current status. This allows for
communications to easily pass in-between ach specialist.

Types of Statuses + When to Use

Statuses are our way to quickly (and colorfully) identify where the client is at in our adoption process. It will help
keep us on track in our communication timeline and ensure our adoption surveys are organized, accurate, and up

to date in real time.

=7 Status

To add a status, click the empty cell and then

proceed to click the '+

From the drop-down options, select the appropriate
status for your client:

1. Empty Status: Client has filled out survey + no
communication has been made between BFLA +
client

2. Matchmaking Started: Digital communication and matchmaking between
BFLA + client have begun!

w

Still Looking: Client has come in for their 15t appointment, but did not

find what they were looking for. Still making recommendations on pets

No vk

1%t Appointment Scheduled: Client's first appointment is scheduled

2"d Appointment Scheduled: Client's second appointment is scheduled
Final Appointment Scheduled: Client’s final appointment is scheduled
Ready to Adopt: Client is going forward with the adoption and waiting to

finalize the clerking portion

8. Unicorn Ask: Client is looking for a particular dog that we may not see
often, but want to keep on our radar in the event we do

9. Adopted: Client adopted and this will archive them

+ a |

Find an option
Matchmaking Started!

1st Appointment Scheduled
2nd Appointment Scheduled
Final Appointment Scheduled
Still Looking

Ready to Adopt

Unicorn Ask

Ye
Yes,

Yes,



Recent Notes and Comments Sections

This space is not restricted to a certain fill and can be used as a space to make the most recent notes on the client,
the pets you feel would be a good addition to their family, etc. Anything that should be quickly highlighted.

On the other hand, we want to ensure we keep all documentation on the adopter’s process. To do this, you can
add an INTERNAL comment to their information.

STATUS
v - ~ Count 1
Still Looking
1 Josh Warrener Still Looking
Click to expand and see 1 record comments.
ACTIVITY S\ Watching
. RESIRICIIUNDS VEIAIL
JOSh Warrener ~ Checking-enrestrictions Cannot have
huskies
L LR You edited this record 1d
Josh Warrener IS THERE ANYTHING ELSE YOU WOULD LIKE
US TO KNOW?

Called on 2/17 to cancel as the landl...

=7 STATUS
A You edited this record 29m
Select an option -
STATUS
Still Looking X
Still Looking
A RECENT NOTES v
You edited this record 27m
INTERNAL NOTES
B APPOINTMENT DATE v
2/17/2020 3:30pm You commented 26m

2/17 cancelled RB with Finn due to
R - landlord restrictions
CELL PHONE NUMBER

(401) 644-4921

Appointment Date Schedule

This is our column to help us keep track on their most up to date appointment so we can make appropriate and
timely follow up communications.

Comments

This is the best way to up keep and update the adopter’s profile within AirTable. This will have all historical
notes/comments, status changed, etc. It is a great snapshot of the timeline from when the adopter submitted their
survey up to the point they adopted.



SECTION 3: WaitWhile Bookings System

If your location does not currently have a WaitWhile account, then go to waitwhile.com to get started!

KEEP IN MIND: The name you pick for the location will be the name noted on the URL. Try to
pick something like “BFLA Adoptions” which will turn into:

https://app.waitwhile.com/book/bflaadoptions

Bookings Settings

-,
u Settings
]
O Waitlist
v —
g8 Bookings
o W Services

B8 Resources

° Jo

¥ SMS

4 Emails

& |ntegrations
1 Surveys

£2 Referrals

# Business Info

L Users

&= Billing

Go to Settings and you will find several tabs to get
your appointment based system set up

You can ignore Waitlist as we are focusing on
Bookings.

Bookings will allow you to edit your booking
hours, length of appointments, and find your
bookings URL for clients.

Stylings focuses on the appearance from your
client’s perspective.

Services are what we are offering to the client. For
instance, Adoption Counseling or Foster Pick Up.

Resources are essentially your staff that will be
available to host the appointment.

SMS + Emails under Messages allow you to edit
the language for appointment reminders,
cancellations, and more.

Business Info is where you will control the
language for your center’s needs.

Users are the staff members that will have access
to book appointments for clients. Adding them
through this process will prompt an email for them
to create an account.

Billing allows you to upgrade your Waitwhile to
increase client capacities and more.



Booking Management

This is the home page and where you will go when you are ready to book your client’s
appointment.

m BFLA Adoptions ~
Bookings
&8 Weekly v < Mar15-Mar21~ ¥
v 4
Sun Mon Tue Wed
== Mar 15,2020 Mar 16, 2020 Mar 17,2020 Mar 18, 2020
A 9:30am 9:30 am 9:30 am
10:00 am 10:00 am 10:00 am
10:30 am 10:30 am 10:30 am
11:00 am 11:00 am 11:00 am
. . New booking x
To schedule, click the time and date that your
adopter or foster wants to come in, then fill in 5 . bt
the appropriate information in the pop up = — S
. & 2020-03-17 O 10:30am © 1hour
window.
Name Phone
L Michelle Flitcraft . 818-643-3989
Email Service
P4 michellef@bestfriends.org #» Adoption Process v

Staff

. Lifesaving Outcomes Specialist #1%

First available

If you saw someone you're interested in,
Iet,us know here! (If not we'll find you the
one!)

Jessabella

Notes

< Additional notes

Block slot

Repeat




Tue

)20 Mar 17,2020 M
Afterwards, the appointment will be shaded and highlights how many " ‘ 9:30am ’
appointments are left in that time slot. S
m ‘ 10:00 am

To add another appointment to the same time, click the GREEN button. 10:30am

2 spot left

11:00am

2 spot left

|
|

To make any edits to the booked appointment, click the BLUE shaded
area and a pop up will appear. 1 { 1 f
11:30 am

Booking details

Click SERVE when the client has

©  Tueat10:30am,1hour arrived to their appointment

Michelle Flitcraft Click NO-SHOW if the client
did not show up to their
appointment

Click EDIT to make changes to
the appointment which include
cancelling, rescheduling, or
updating client information.

Adoption Process

2
=
| 2

@ Lifesaving Outcomes Specialist #1

IN Jessabella

& Michelle added

Analytics
Recap your day, week, or month with the Analytics section if you are an Administrator, with charts,
graphs, or even broken down by Resource view.

m BFLA Adoptions
Analytics

B Today~ = Mar15-Mar 15+

Summary

A

Waitlisted Bookings Unique customers Avg Party size

Served Serverate Avg Wait Time Avg Serve Time

0 © 0 @

No-shows No-show rate Cancellations Cancellation rate

o ..§==
o
(3]
o
o




SECTION 4: Client Lens on Adoption Process

Online/Website Information

Clients will be able to view all of our adoptable pets online and have access to the Adoption Surveys
directly from our website! Work with your direct Marketing Team contact to add your surveys to the
website.

The Remote Teams will be working on ensuring all animals have up to date bios, photos, and/or videos
on their profiles. If animals need in-home notes, the remote teams will focus on a foster push to get
additional information for the pet's adoption profile.

Adoption Flow: Start to Finish
After browsing the website, the client will fill out a Pet Adoption Survey.

For Best Friends LA Lifesaving Center, the Adoption Survey links are as followed:

For Dog Adoptions // For Cat Adoptions

After filling out the survey, the client is redirected to a page that thanks them for submission and what
to expect next (i.e. contact within 24 hours).

The Lifesaving Team will reach out to them to start suggesting some pets or sharing information on
interested pets. After narrowing down to a handful, the Lifesaving Team will schedule an appointment
for the client to come in and meet the pet and then hopefully adopt or foster!

At this time, we are having the Lifesaving Team schedule the appointments. This allows for most of the
adoption process to be done remotely and scheduling an in person visit for showcasing and clerking;
reducing the time spent onsite. Clients with appointments already scheduled have the freedom to
cancel or reschedule on their own.

Clients will receive text message and email reminders of appointment and have the freedom to cancel
or reschedule.

After the client has chosen a pet and becomes an adopter, proceed steps are you normally would.

To reduce as much passing between parties, please have all essential document signing done at the
center and email medical and behavior information to the adopter. We can print the documents at the
request of the adopter.



