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Customer Service:

It’s more than please and 

thank you
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Gina Knepp
National Shelter Engagement Director

g.knepp@foundanimals.org

916-230-4533

Hello!

mailto:g.knepp@foundanimals.org
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Goals 
for 
today

Learn something new

Tell someone you work with 
what you learned 

Laugh a little

Reflect over the next few days 
about your customer service style
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Who do you love the 

most in the whole wide 

world??????



Organizational culture is the collection of 
values, expectations, and practices that 
guide and inform the actions of all team 
members. Think of it as the collection of 
traits that make your agency what it is.

Your personality.
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What is your culture?
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Incredible customer service is an inside job. 

• Excellence starts with how we treat one another. Better yet, how 

we treat each other behind our backs. 

• When you take great care of your employees and coworkers, you 

can reasonably expect them to go above and beyond to take 

great care of your customers, including the animals.

• Your external customers can sense whether and when you truly 

care about them as individuals; the best way to create that 

sense of genuine care for your customers is to create the same 

sense of genuine care toward your employees and colleagues.
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The Holly Effect
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Words = 7%
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The 12 Most Persuasive Words
(words do matter)

You
Money
Save
New
Results
Health
Easy
Safety
Love
Discovery
Proven
Guarantee



15

I’d love to help you save money. By getting your 

dog/cat a new ID tag and keeping your 

microchip registration up to date, it will not just 

ensure the safety of your pet, but it is proven to 

help you get your dog/cat back quickly if they 

become lost, that’s a guarantee. We offer chips 

and tags at the lowest price available. It’s so 

easy and the results are amazing. While we are 

at it, how about we get your dog/cat scheduled 

for a neuter/spay surgery? We know that their 

health improves greatly if they are fixed. 
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Tone = 38%

17



Don’t look 
at me in 
that tone.  
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Body Language=55%
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Six Basic Emotions

• Sadness
• Happiness
• Fear 
• Anger 
• Surprise 
• Disgust
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How to modify your biases:

• Understand they 

exist/awareness

• Understand the implication of 

those thoughts/consequences

• Be active in your personal fight 

against bias

Implicit Bias: Attitudes we have toward 

specific groups of people. These are 

automatic thoughts

that pop into your head without your 

control. 
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This guy was 
looking for his 

lost dog.
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The dog I thought he 
was looking for.
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The dog he was 
looking for.



Sometimes Animal 
Welfare has a cruelty 
to people problem. 
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Customer Conversations 
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I need help. 

My cat got hit by a 
car. I can’t afford 
the vet bill. I don’t 
have $4200. 
What am I 
supposed to do? 
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If you can’t 

afford an 

animal, 

maybe you 

shouldn’t 

have one.
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But most of 

us do not 

have an 

extra 

$4200 

sitting 

around.
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#1 – Acknowledge  

“I am so sorry this has happened to 

you and your cat. I can only imagine 

how you must be feeling. ”

#2 – Focus on solutions  

#3-When there are no good 

solutions, there can always be 

kindness and compassion
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What about 
those darn 

returns?
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What about testicle talk?
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Has anyone taken her call?
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What about volunteers????
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Dog Humor
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Remember the person you love

the most in the entire world 

and what it is you wish for 

them. Now go out and deliver 

that to others. 



Gina Knepp
g.knepp@foundanimals.org
916-230-4533

mailto:g.knepp@foundanimals.org


Thank you
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