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Training Outline

Initial Work

Prior to any field work, new staff members will be required to read through the HSH
Company Handbook, the HSH New Hire Training Manual, and complete a baseline assessment
in order to demonstrate their current knowledge.

The HSH Company Handbook contains:

e Policies
e Procedures
e Rules of employment

The HSH New Hire Training Manual contains:

e Qutlined training program for the employee

e Step-by-step guide on utilizing the proprietary software

e Instructional Appendix A: Step-by-Step walkthrough of all HSH visits

e Instructional Appendix B: Behavioral Guideline with helpful tips and tricks to spotting
and identifying canine signals

e Instructional Appendix C: Equipment Guide to demonstrate the different equipment they
may be working with

e Instructional Appendix D: Glossary of terms

The Road to Graduation







HSH University

Welcome to Home Sweet Home Pet Care, we are so excited for you to join our team! In this
training manual, you will find information on utilizing the tools of the job as well as guidelines
for the expectations and goals of our training program and beyond. The initial training program
is approximately one month long, but learning is a perpetual experience here at Home Sweet
Home Pet Care.

Utilizing the Software

Home Sweet Home uses proprietary software in order to retain client information,
communicate with clients, and manage pet care and staff. This software will allow you to access
any information that you will need for any client who is listed on your schedule. You will receive
an e-mail with your username and password to log into your account. The first time you log in,
you will see this screen:
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Figure 1.1

This homepage shows access to all parts of the software that you will utilize at this job. To begin,
click on the ‘My Schedule’ sub-tab located under the Scheduling tab at the top.
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Figure 1.2

When you have accessed your schedule page, you will see all the pet care assignments that are

on your calendar. You can view your calendar by the day, a few days at a time, by the week, and
by the month.
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Figure 1.3

Over time we have found that the one day view is easiest and least confusing to use in order to
complete pet care visits. That view is seen below. Each visit will be listed by a client’s last name,
first name with the primary pet’s name in parenthesis next to the client name.
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Figure 1.4

In order to access the client profile, with pertinent household information (address, food and
leash location, etc) as well as the pets in the household and their information, just click on a
client name.
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Figure 1.5

The client profile contains all of the relevant household information you will need, as well as
shows you where the house is located on a map. Additionally, previous pet care journals from the
past two weeks will be displayed for you to click on and view. When you click on the ‘Pets’ tab
inside the client profile, you are brought to the pet profile page.




Figure 1.6

Clicking the ‘Open/Close’ button will open up additional information about the pet, including
feeding information, medical information, and miscellaneous notes.

When you have visits on your schedule for the day, you will be able to “punch in/out” of each
visit. Simply click the ‘Arrived’ button when you arrive to the visit as seen below.
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Figure 1.7

Once you have ‘Arrived’, the visit will turn from yellow to blue, meaning that it is in progress.
You will see a timer that also shows what time you arrived to the visit to help you keep track of
time. When you are finishing up your visit, you will write a journal entry to the client to let them
know how things went. Click the ‘Add Journal’ button and mark off options relevant to the visit
you are at. Add some fun comments, a picture or two, and send it off! You will notice a notepad
icon appear next to the visit, this will be grayed-out if the journal has not yet been sent to the
client, and will appear in color when the journal has been sent to the client.
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Figure 1.8




When you have finished the visit, you will select the ‘Complete’ button in order to mark your
time completed. Once you have done this, the color of the visit will change from blue to gray.
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Figure 1.9

On any page, clicking the top left corner logo will bring you back to the main screen. Another

important section of your account is the ‘Availability’ sub-tab located under the ‘Scheduling’
tab.
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Figure 1.10

It is imperative that you submit all time off requests for approval through this page. Per the HSH
Company Handbook, time off requests must be submitted at least ten days in advance for
consideration. This does not guarantee approval of the request.




Knowledge Expansion

Prior to Field Training

Before you begin field training, you are required to read through this training manual
completely as well as read through the HSH Company Handbook. You will have a maximum of
seven days from orientation to your first day of field training to accomplish this. If you have any
questions on the material, you will be able to speak with your Dedicated Trainer for clarification.

Prior to your field training you will take an assessment that encompasses numerous
aspects of things you will need to know as a member of the HSH Team in order to do your job
well. This is not a pass/fail; it is simply a baseline assessment for your Dedicated Trainer to
utilize when working with you.

Additionally, you will have two “visits” added to your schedule that will serve as
opportunity for you to test out the functionality of the proprietary software. You can create fake
journal entries in order to ensure you fully understand how to use the software before your first
visits in the field. If you have any questions at that time, you will be able to contact your
Dedicated Trainer.

Tips for Success

Keys

In order to help ensure you have all the keys that you need for any given day, take a look at your
schedule the night before and transition all keys that you will need from your non-daily
carabineer to your daily carabineer.

Any keys or lockboxes which are misplaced/lost/stolen while in your possession are your
responsibility to replace.

Schedule

In order to ensure any scheduling questions or conflicts are handled in a timely manner, be sure
to review your schedule on Sundays when it is initially released. If you notice a potential issue,
contact your manager that evening to discuss options for resolution.

Journal Entries

Effective and positive communication with clients is an essential part of the job. Your daily
journals will reflect what happened during your time with the pet(s), any unusual
behavior/occurrences, and should leave the pet parent feeling as though their pet(s) have had a
good time and are well cared for. We recommend that you are concise and clear when
communicating anything out of the ordinary, and that you do not exaggerate what has occurred.




State facts, not assumptions, and do not hypothesize or suggest the root of any observed
illness/behavior/etc.

If you have a question about a pet or procedure at a household, never ask a client in a journal
entry to answer your question. All questions should be directed to the Territory Manager or the
manager-on-call if your Territory Manager is unavailable.

If you have checked off something on a journal entry, make sure that you have actually done
what you checked off.

HSH Visit Logs

Visit logs at pet care and cat care client’s houses are for sitters to let each other know
important information about what has been going on during the vacation session. These should
include only what potty has been done by the animal(s), meals served, water freshened, litter
boxes scooped when applicable, medication administered, and any additional health/behavior
observations. For example, it would be appropriate to put down that a dog did not eat their food
as usual right when it was served to let the next sitter know to keep an eye on the dog for other
signs that they may be ‘off”. It would not be appropriate to write that the dog did not eat because
he does not like the rain outside. Observations are acceptable and important to include, but not
theories as to the reasons behind as we are not trained veterinarians or behavior specialists.

In the event you are witnessing an emergency situation with an animal, either behavior-
wise or health crisis, call the manager on call immediately and do not simply write down in the
log what happened.

Proper Leash Holding Protocol

Hold the end of the leash with the loop facing up. Put your right though the loop, slide the
remainder of the leash between your thumb and first finger, and wrap the leash around the back
of your hand.




Figure 1.11

Grasp the leash between your thumb and first finger with your right hand to secure the wrap.

Figure 1.12

You can now use your left hand to guide the dog and anchor them to your left side. Per HSH
policy, dogs must be walked on the left side.

HSH walkers should NEVER use retractable leashes! All walkers are given two spare leashes in
the event of missing/broken equipment and should use their HSH provided leash when they
encounter a dog who has no standard leash.




Figure 1.13




Phase One: Initial Field Training

Training Outline and Expectations

Phase One will consist of shadowing a Dedicated Trainer in order to learn the ins and outs of
the job and see how they are applied. You will observe your Dedicated Trainer for a maximum
of 20 visits before moving on to the next phase of training.

On your first day of field training, your Dedicated Trainer will review with you the quiz you
took at the orientation in order to assess what strengths and knowledge you may already possess
and what areas they can focus on to build up. If you have any questions from your prior reading
on the different types of care HSH offers or something that you found in the Training Manual or
the Company Handbook, this is a good opportunity to discuss them with the trainer.

As you are preparing to head out for your first visit, the trainer will review with you the
proprietary software in order to ensure that you understand how to utilize it to its full potential in
the course of your day. In the course of your first day, you will be introduced to numerous pet
families and the different types of equipment that the use for walking. You can find a visual key
of these different types of equipment in Appendix C. Additionally you will encounter different
personalities as you complete your initial training. Your Dedicated Trainer will coach you in
handling different situations based on the dog’s behavior and will point out different behavior
markers you may observe. You can find a comprehensive guide with this information in
Appendix B.

At the end of each day for the entirety of the initial field training, you will fill out a short
summary online to review and evaluate your experiences for the day. Your trainer will fill out a
similar summary and both will be reviewed with you at the start of the next training day.

For the rest of your initial field training, you will continue to shadow your Dedicated
Trainer and repeat the same steps as day one. You will take one mini-quiz after you have
shadowed 7-10 visits during this time in order to check in to see what you have learned so far.

Phase Two: Assisted Field Training
Training Outline and Expectations

Phase Two of your journey will consist of you leading the visits with your Dedicated
Trainer observing you for a maximum of 20 visits. This will allow you to demonstrate the skills

and techniques you have read about and observed yourself, and will allow your Dedicated
Trainer to aid in helping answer any questions you may still have. As you become more familiar




with pets and the proprietary software, you will submit journal updates to clients under your
trainer’s guidance in order to simulate what you will be doing when you are on your own. You
will also take a second test after completing this phase to assess your understanding of the job,
company rules, and animal knowledge at this point.

For this phase, your Dedicated Trainer will point out any areas that can be improved as
they are happening in order to help you learn the process. A step-by-step guide of all HSH pet
care visit types is listed in Appendix A to assist you in understanding the procedure. If you are
visiting with a client’s pet(s) whom you have not yet met until that point, it will be up to the
Dedicated Trainer’s discretion whether they will lead that particular visit or whether you will
continue to lead through the visit. If at any point you have concerns or questions, address them
with your Dedicated Trainer so that they may assist you!

Phase Three: Territory Field Experience

Training Outline and Expectations

During Phase Three of training, you will be leading visits in the territory in which you
will work, accompanied by your Territory Manager. You will complete a maximum of 15 visits
during this phase to demonstrate your knowledge and understanding of the job responsibilities
and HSH techniques. Your Territory Manager will shadow you through all 15 visits. They may
ask you questions from time to time as to why you did something a particular way, but this does
not mean that you have done anything wrong. They are looking to ensure that you understand
why HSH approaches situations in particular ways. They may also ask hypothetical situational
questions in order to help solidify your HSH-approach mindset.

After completing somewhere between 5-10 visits, you will take a second mini-quiz in
order to assess your knowledge to date.

Phase Four: Territory Inspection
Training Outline and Expectations

Phase Four of your training will consist of you completing a maximum of 15 visits in
your territory on your own. During this time, an independent inspector will check in on various

visits to assess your quality of work. This will occur after you have already completed your
visits, so you will not know which visits are being inspected.




After you have completed the maximum of 15 visits, you will retake the same test that
you initially took. In order to progress on to the next step, you must receive at least a 90% as
well as have both your Dedicated Trainer and your Territory Manager approve your graduation
from training in the field.

If you do not pass the test, you will be able to discuss with your Dedicated Trainer any of
the questions that you did not pass. You will have a final chance to retake the quiz the following
morning and must score 95% in order to continue on in the HSH University Training Program. If
you do not meet your field training goals, you will have two additional field training days with a
different trainer to go over any more questions that you may have and improve on any areas that
have been identified as requiring more work. At the end of the two days, your daily performance
reports will decide whether or not you have improved in the areas needed in order for you to
proceed on in the HSH University Training Program. If you are unable to meet these goals, you
will be released from the training program.

Your Territory Manager may show up at a visit at any time, unannounced, after your
graduation from the HSH University Training Program to see how things are going. This is a
great opportunity to check in and ensure you feel comfortable, have the tools and knowledge you
need to get the job done, and to ask any questions you may have developed after graduating the
training program. There may also be times when you end up shadowing a trainer after
completing the HSH University Training Program. This provides you with a great opportunity to
continue asking questions and expanding your knowledge!




Appendix A
HSH Step-by-Step Visit Procedure

For Cat Care Visits

When arriving to a cat care client’s house, punch in via the HSH proprietary software as
you are about to put the key into the lock. Ensure that if there is an alarm listed in the profile,
you know where it is located and how to disarm it. This is also a good time to grab the mail,
newspaper, and any packages that may have been left. Check to make sure the house is secure
once you’re inside and that nothing has been knocked over/broken. If it is the first visit of the
session, check for client notes which supersede the profile information. Additionally, you will be
responsible for leaving the HSH Visit Log and filling in the pertinent information for other sitters
from your visit. If it is not the first visit, you will only need to make sure that you review prior
HSH Visit Log entries and fill out the pertinent information for your visit.

Next, check around the house both for the cat(s) and also for any hairballs or accidents.
You can work in cleaning the litter box(es) into this sweep of the house. Follow the instructions
left by the client on feeding the cat(s) and provide fresh water. Note that some clients specify
filtered/bottled water for their cat(s). If the cat(s) require medication, administer it per the client
instructions. If the cat(s) receive wet food, make sure that any empty wet food container is
disposed of daily in the recycling bin. NEVER leave empty wet food cans in the sink. Water any
plants that the client requests to be watered. Spend remaining time petting/brushing/playing with
the cat(s) as requested by the client. Ensure that the cat(s) are where they should be and not in
any unauthorized locations. Make sure to remove the litter scoopings and dispose of in the
client’s outdoor garbage bin/where client specifies—NEVER dispose of litter scoopings in an
inside trash can unless specified by the client. For any accidents or sick spots that are cleaned up,
make sure that you dispose of the mess inside an HSH Poop Bag and dispose of that bag in an
outdoor garbage/where the client specifies. Be mindful of cleanliness in general at every visit
and clean up any general messes as they occur (spilled food, clumps of fur, litter kicked out of
the box).

Back-out procedure should be a reversal of anything you altered coming in—Iights that
you turned on, supplies you used/moved, etc. Ensure that if there is an alarm it is set properly
(‘Stay’ or ‘Away’, as specified in the Client Profile) and that the door(s) get locked properly
according to the instructions in the client profile. Client profiles specify which day is
trash/recycling day so pay close attention to this and put out/bring in based on this information.
Throughout a session it may be necessary to sweep/vacuum up any mess from litter/cat hair.
Make sure to do so in a timely manner. Additionally, tidy up at the second to last visit of the
session as sometimes clients will return home a visit early. Make sure that you send your journal
through the HSH proprietary software platform and punch out of your visit.




For Pet Care Visits

When arriving to a pet care client’s house, punch in via the HSH proprietary software as
you are about to put the key into the lock. Ensure that if there is an alarm listed in the profile,
you know where it is located and how to disarm it. This is also a good time to grab the mail,
newspaper, and any packages that may have been left. Check to make sure the house is secure
once you’re inside and that nothing has been knocked over/broken. If it is the first visit of the
session, check for client notes which supersede the profile information. Additionally, you will be
responsible for leaving the HSH Visit Log and filling in the pertinent information for other sitters
from your visit. If it is not the first visit, you will only need to make sure that you review prior
HSH Visit Log entries and fill out the pertinent information for your visit.

Next, check around the house both for the pet(s) and also for any messes or accidents.
You can work in cleaning any potential litter box(es) into this sweep of the house. If the dog(s)
get let out into the yard with a standard fence, ensure that the gates are closed and the fence is
intact prior to letting the dog(s) out. If the dog(s) have an invisible fence, ensure that the invisible
fence collar(s) are on prior to letting the dog(s) out. If the dog(s) are to be walked, ensure proper
equipment is used. You can review the different types of walking equipment in Appendix C. If
the dog(s) get walked but also have an invisible fence, ensure that the invisible fence collar(s) are
removed prior to leaving the premises and follow the proper dog(s) path for leaving the property.
Ensure the dog(s) refrain from socializing with other people or other pets on the walk.

Upon return, dry off the dog(s) if wet or muddy. Follow the instructions left by the client
on feeding the pets(s) and provide fresh water. Note that some clients specify filtered/bottled
water for their pet(s). If the pet(s) require medication, administer it per the client instructions. If
the pet(s) receive wet food, make sure that any empty wet food container is disposed of daily in
the recycling bin. NEVER leave empty wet food cans in the sink. Water any plants that the client
requests to be watered. Spend remaining time petting/brushing/playing with the pet(s) as
requested by the client. Ensure that the pets(s) are where they should be and not in any
unauthorized locations. Make sure to remove the litter scoopings and dispose of in the client’s
outdoor garbage bin/where client specifies—NEVER dispose of litter scoopings in an inside
trash can unless specified by the client. For any accidents or sick spots that are cleaned up, make
sure that you dispose of the mess inside an HSH Poop Bag and dispose of that bag in an outdoor
garbage/where the client specifies. Be mindful of cleanliness in general at every visit and clean
up any general messes as they occur (spilled food, clumps of fur, litter kicked out of the box).

Back-out procedure should be a reversal of anything you altered coming in—Iights that
you turned on, supplies you used/moved, etc. Ensure that if there is an alarm it is set properly
(‘Stay’ or ‘Away’, as specified in the Client Profile) and that the door(s) get locked properly




according to the instructions in the client profile. Client profiles specify which day is
trash/recycling day so pay close attention to this and put out/bring in based on this information.
Throughout a session it may be necessary to sweep/vacuum up any mess from dog/cat hair, litter,
and more. Make sure to do so in a timely manner. Additionally, tidy up at the second to last visit
of the session as sometimes clients will return home a visit early. Make sure that you send your
journal through the HSH proprietary software platform and punch out of your visit.

For Daily Dog Walks

When arriving to a dog walk client’s house, punch in via the HSH proprietary software as
you are about to put the key into the lock. Ensure that if there is an alarm listed in the profile,
you know where it is located and how to disarm it. As a courtesy, check for any packages that
may have been delivered and bring in as you enter. Mail should only be brought in if it is
attached to a package that has been delivered, otherwise, leave the mail in the client’s mailbox.
Check to make sure the house is secure once you’re inside and that nothing has been knocked
over/broken.

Next, check around the house both for the pet(s) and also for any messes or accidents. If
the dog(s) get let out into the yard with a standard fence, ensure that the gates are closed and the
fence is intact prior to letting the dog(s) out. If the dog(s) have an invisible fence, ensure that the
invisible fence collar(s) are on prior to letting the dog(s) out. If the dog(s) are to be walked,
ensure proper equipment is used. You can review the different types of walking equipment in
Appendix C. If the dog(s) get walked but also have an invisible fence, ensure that the invisible
fence collar(s) are removed prior to leaving the premises and follow the proper dog(s) path for
leaving the property. Ensure the dog(s) refrain from socializing with other people or other pets
on the walk.

Upon return, dry off the dog(s) if wet or muddy. Provide the dog(s) with fresh water.
Note that some clients specify filtered/bottled water for their dog(s). If the dog(s) require
medication or a midday meal, administer it per the client instructions. Ensure that the dog(s) are
where they should be and not in any unauthorized locations.

Back-out procedure should be a reversal of anything you altered coming in—Ilights that
you turned on, supplies you used/moved, etc. Ensure that if there is an alarm it is set properly
and that the door(s) get locked properly according to the instructions in the client profile. Make
sure that you send your journal through the HSH proprietary software platform and punch out of
your visit.




For A La Carte Walks

When arriving to a dog walk client’s house, punch in via the HSH proprietary software as
you are about to put the key into the lock. Ensure that if there is an alarm listed in the profile,
you know where it is located and how to disarm it. As a courtesy, check for any packages that
may have been delivered and bring in as you enter. Check to make sure the house is secure once
you’re inside and that nothing has been knocked over/broken.

Next, check around the house both for the pet(s) and also for any messes or accidents. If
the dog(s) get let out into the yard with a standard fence, ensure that the gates are closed and the
fence is intact prior to letting the dog(s) out. If the dog(s) have an invisible fence, ensure that the
invisible fence collar(s) are on prior to letting the dog(s) out. If the dog(s) are to be walked,
ensure proper equipment is used. You can review the different types of walking equipment in
Appendix C. If the dog(s) get walked but also have an invisible fence, ensure that the invisible
fence collar(s) are removed prior to leaving the premises and follow the proper dog(s) path for
leaving the property. Ensure the dog(s) refrain from socializing with other people or other pets
on the walk.

Upon return, dry off the dog(s) if wet or muddy. Provide the dog(s) with fresh water.
Note that some clients specify filtered/bottled water for their dog(s). If the dog(s) require
medication or a midday meal, administer it per the client instructions. Ensure that the dog(s) are
where they should be and not in any unauthorized locations.

Back-out procedure should be a reversal of anything you altered coming in—Iights that
you turned on, supplies you used/moved, etc. Ensure that if there is an alarm it is set properly
and that the door(s) get locked properly according to the instructions in the client profile. Make
sure that you send your journal through the HSH proprietary software platform and punch out of
your Visit.




Appendix B

HSH Behavior Guide

Behavior in dogs can often be identified well in advance with some basic knowledge of body
posture and signals. In order to work safely with a variety of dog personalities, you must be able
to correctly read these signals. The following information is to help protect you and the dog(s)
you work with.

Body Language and Signals

In the pictures below, you can observe the two dogs in two different positions: relaxed and on-
edge. Pay attention to the differences in body posture, ears, mouth, and the look in the dogs’
eyes. It is important to note that a tail in the air as a potential warning sign, especially when
combined with one of these other signs. Occasionally a tail in the air may mean excitement so it
is important to pay close attention to the whole picture.

Relaxed, paw tucked. Mouth closed, intense,
warning expression

Mouth closed, tail up,
intense expression.

Figure 2.1

Body language can also be observed in a dog’s eye expression. In the following pictures you will
see what is referred to as the ‘half-moon eye’, a clear sign that the dog has anxiety and is not
comfortable with the current situation. If you encounter a dog displaying this eye expression, do
not approach. Back off (back up, move to a different room, put down the leash) and move to a
safe location to contact your manager with instructions on how to proceed.




Half- Dogsdon't

moon eye like hugs
isa and kisses
warning- fromanyone
dogis Hugs are the
anxious- major cause
leave him of facial bites
alang: by family dog.
Figure 2.2

The following signals can indicate that a dog is anxious, stressed out, or afraid. These signals
individually may also mean something else—for instance, a dog licking their nose may indicate
they’re hungry, especially if it’s meal time! A yawn may indicate boredom or fatigue. Even a
paw lifted off the ground may indicate something different, whether it be pain from a leg injury
or a sore paw pad, and depending on the weather it may even indicate the surface is too hot or
too cold for the dog to stand comfortably on. It is important to observe the dog’s body posture in
it’s entirety to see if there are other signs of nervousness on display. A half-moon eye in
combination with any of these signs is a clear giveaway. A tail tucked between a dog’s legs, as in
the example of the paw lift below, also indicates that the dog is anxious.

paw lift licking nose yawn raised tail

Figure 2.3

Signs of Fear

It is important to recognize signs of fear in a dog so that you can diffuse the situation and prevent
a possible aggressive outcome. As predators, dogs are naturally “fight” animals in the the fight-
or-flight response. Some dogs will simply cower in fear and never lash out, but other dogs when
pushed to a certain point will defend themselves from what they’re seeing as the
aggressor/fearful stimulation. You may not know which type of dog you’re dealing with until it
is too late, so to maintain safety for you and the dog, and to maintain a low-stress interaction,




here are some examples of fear behavior courtesy of Dr. Sophia Yin’s “The Body Language of
Fear” poster.

The images below are a demonstration of a dog cowering in fear. On the left the dog is cowering
slightly, so he is not standing quite at his full height nor holding his head tall but has not given
up too much vertical space. In the image on the right, the dog has relinquished a considerable
amount of his vertical space.

Figure 2.4

A nervous dog may move around very slowly and cautiously, and very likely will avoid making
eye contact or even looking in your direction.

Moving in Slow Motion
Figure 2.5

As discussed above in relation to Figure 2.3, a dog who licks their lips without food as a
motivation is showing a sign of stress. This is what is referred to as a displaced behavior,
meaning that it is a normal behavior for the dog to show but it is displayed outside the normal
environment.

Licking Lips
when no food nearby

Figure 2.6

In fact, a dog who is quite fearful may actually show aversion to food or treats, even if it is a
very “stinky” treat. If you are trying to use food to encourage a dog to warm up to you but he
won’t take anything from your hand, you can try tossing it on the ground toward him/away from




you and put some distance between you and him so that he feels more comfortable to try and eat.
If he still is not interested, do not push the matter and contact your manager for help on how to
handle the situation.

» N,

Figure 2.7
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Panting outside of the normal environment (dog is not hot and dog has not been running around)
is another way that a dog may show anxiety and fear. It is a way for the dog to relieve tension
and should not be misconstrued as a sign that he is relaxed and happy.

Panting
when not hot or thirsty

Figure 2.8

Another commonly seen displaced behavior is yawning from a dog when they are not tired. It
may not always be obvious if a dog has been napping before your arrival, so consider this
behavior in context. If the dog barked at you from inside as you walked into the house and you
suddenly see him laying down and yawning, it is a safe bet that his yawn is stress-related.

Acting Sleepy or Yawning

Figure 2.9

A dog with a concerned or intense expression, as referenced with live-action shots in Figure 2.1
is displaying anxiety about his situation. He may also have his ears swiveled to the sides of his
head. Like with most of these signals, it is important to go by more than just a dog’s ear position
alone when trying to identify his signals, as sometimes ears on the side of the head indicate a
relaxed dog, especially if they are held more loosely/relaxed.




Brow Furrowed, Ears to Side

Figure 2.10

A dog may also display their fear and anxiety by pacing around. This may be a constant pace
with short pauses where they may stand and wait to see what you may do, or they may wander
around, lay down, and then get up and wander around some more.
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Figure 2.11

In most situations where a dog is pacing, your presence will affect the amount of pacing. If you
remain calm and quiet and sit in a chair or on a couch, the dog will likely settle down a little and
maintain a particular distance from you, observing you. If you continue to walk around, the dog
will continue to pace around as well. In a situation like this, following the dog around or
‘chasing’ him around the house will only heighten his fear and may result in him getting
aggressive to defend himself, so do not follow him/chase him if you are not sure if he is playing
or if he is scared. It is better to be safe than to guess incorrectly and further increase his stress
level.

While this information is to help you better identify nervous and fearful behaviors in dogs, you
may not always see the signs as clearly are shown in the examples above. Additionally, these are
only tips to help you and should not be considered as advice that will work in every scenario.
Often times a dog will increase their signs and signals, so you would likely be able to accurately
examine the whole picture and identify a nervous dog. Some dogs may give very few to only one
signal before they reach their limit. The reasons behind the fear may be different; some dogs
react to big coats and hats (winter time and summer sun) even if they know you, while others
may display these signs only upon first meeting you but be completely comfortable with you
after a walk. It is important to approach an animal showing any of these signs slowly, and if the
signals continue to build then you need to back off, move to a safe location, and contact your
manager for advice on how to handle the situation.




Handling Excitable Dogs

Dogs who are very excited to see you can be quite a handful if not handled properly, and
if they are allowed to be out of control it can become a dangerous situation for both you and the
dog. When a dog is jumping on you because they are excited, there are a few options
recommended by HSH to dissuade the dog from jumping. If s/he is allowed to continue jumping,
the excitement level may rise such that the dog begins to nip playfully. Playful nipping is not
something to be allowed nor encouraged for safety reasons, so by taking the following steps you
can de-escalate the situation prior to it getting to that point.

If a dog begins jumping on you, make sure that you cease giving him any attention. This
includes eye contact, voice, and even your body positioning. If you have been kneeling on the
ground, stand up. Make sure that you turn your body away from the dog, and if he follows you
around to get in front of you again and face you, turn and walk away and stand facing a wall or a
corner, or some sort of barrier where he cannot place himself in front of you. Continue to ignore
him until he settles down, and remain calm when you continue to handle him. If you need to put
on a harness or anything slightly more involved that may raise his excitement level again, make
sure that you avoid making any eye contact and refrain from acknowledging him verbally until
after you have him secured.

If you find that the dog is getting to excited again as you are attempting to secure him,
back off your behavior each time he gets too excited until he has settled enough for you to safely
secure him. This process may take a few minutes, and if you find that things are not working and
the situation is becoming out of control, move to a safe location and contact your manager.

Please note that puppies are all very excitable, and you may have to secure a young
puppy regardless of their excitement simply because they do not know any better. Keep an open
line of communication with your manager regarding any situations like this to receive advice and
tips on how to best handle a puppy.




Appendix C

HSH Equipment Guide

Dogs can be walked on much more than just a leash and collar, and it is important to become
familiar with the main styles of harnesses and head collars that you may encounter so that you
can utilize these tools properly.

Harnesses

There are many different types of harnesses that you will encounter, but there are three
main types that are most popular. The first is a regular harness, what we refer to as a back clip
harness.

Back Clip/Step In

The back clip harness, as the name implies, will have a leash hook to clip on the dog’s back.
Often times the design allows for the dog to simply ‘step in’ to the harness and clips together on
the dog’s back, although some set ups require stepping in on one side and attaching a strap
around the dog’s barrel to secure the harness. This generally sits somewhere close to or just over
the dog’s shoulders.

Figure 3.1

http://www.wag.com/dog/p/rogz-dogz-utility-reflective-step-in-harness-102667

Freedom Harness

The freedom harness utilizes both a back and front clip aspect in order to control the dog
no matter which way he is pulling. This harness corrects for a dog who pulls forward, a dog who
may lag behind, and a dog who will dart side to side. The back clip on this harness has a free
loosen/tighten concept. As the dog pulls on the back clip, the harness tightens. The dog then
reacts to the harness tightening by not pulling, and once he has stopped pulling the harness
loosens back up again on his shoulders. The dual leashes ensure you can control whatever type
of pull your dog may be engaging in.




FREEDOM
No-Pull Harness

Figure 3.2

Easy Walk Harness

The Easy Walk is classified as a no-pull harness. The design allows a loosening and
tightening of the front strap as the dog pulls. The pulling applies the pressure as it tightens, and
when the dog stops pulling the harness loosens up as a reward. The leash should always remain
inside the space between you and the dog. If the leash ends up on the outside of the dog away
from you, the no-pull correction feature will not work as intended.
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Figure 3.3
Vest Harness

There are a variety of harnesses that sit over a dog as a vest, designed to reduce pulling
dramatically on any one portion of the dog and to spread the pressure evenly and safely. Most
often these vest harnesses are used for small and medium sized dogs, and have a clip on the back
to attach the leash, as seen in the image below.
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Head Collars
For some dogs, harnesses do not do the trick to reduce pulling and help maintain control.
In that instance, a head collar will ensure that the person walking the dog has control of the dog’s

Figure 3.4




head, and therefore has control of the dog. If the dog wants to pull forward, the walker can stop
and the dog will have to follow suit. There are two main types of head collars.

Gentle Leader

The Gentle Leader is a head collar that allows a chin piece to be tightened to prevent the
dog from slipping the nose band off their muzzle. Like all head collars, the Gentle Leader clips
behind the ears and the leash attaches to a strap under the chin.
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Figure 3.6

http://rsc-store-
media.s3.amazonaws.com/catalog/product/cache/8/image/800x600/9df78eab33525d08d6e5fb8d
27136e95/g/e/gentle_leader_nose_loop_a2_1.jpg

Halti Head Harness

The Halti Head Harness clips behind the ears to stabilize just like the Gentle Leader. As
you can see in the image below, there is no securing tightening device. There is an additional
strap that connects the noseband with the rest of the head collar to prevent a dog from slipping it
over their nose. The concept behind it is that as the dog pulls, the noseband will tighten. When
the dog feels the pressure, they will stop pulling and the noseband will loosen. This device also
has a security strap which attaches to a dog’s regular collar in the event that the head harness
does somehow slip off of the dog’s nose.




Figure 3.7

http://www.ellespetcentre.co.nz/uploads/1/1/6/6/1166021/s125536034591846 p41 il w596.jpe
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Other Equipment

Slip Leash

You may encounter a leash that has a built-in collar and is one solid piece, as seen above.
This is a slip leash, and it functions by tightening around the dog’s neck when they pull, and
loosening when they stop pulling. The small strap seen directly above the collar ring is a stopper
to be used on the collar by preventing it from loosening too much, to the point the dog may slip
out of it. The slip leash should always be positioned such that the collar tightens toward you
(inside, between you and the dog) as opposed to tightening when pulling out and away from you.
This will ensure that when you give a correct, the slip collar tightens as intended. PIC TO
DEMONSTRATE

Figure 3.8

http://www.prestonleashes.com/BritishSlipLead5.jpg

In the event of an emergency, any standard leash can be made into a slip leash. Put your
hand through the loop as you normally would per HSH Leash Holding Protocol and grasp a
section of the leash. While still holding this section, pull your hand back through the loop of the
leash. You will now have created a second loop which will tighten when the leash is pulled on.
This can be used in the event of equipment fail to secure a dog.




Figure 3.9

Slip Collar
The slip collar works on the same concept as the slip leash, it is simply shorter, without
the leash built into it. Clip the leash onto the loose ring, not the ring that tightens the collar.

Figure 3.10

https://leerburg.com/Photos/885-1.jpg

Prong Collar

Prong collars often look more intimidating than they are when they are used correctly.
These collars have interlocking metal pieces that allow you to adjust to a dog’s correct size by
adding/removing links from the chain. They also come in small prong piece sizes and larger




prong piece sizes. The smaller sized prong pieces are actually a stronger correcting collar than
the larger pieces, due to the additional areas of smaller points of pressure they apply when the
collar is used.

When clipping together a prong collar, squeeze the link side that has two “legs” coming
down off of it together. Those “legs” fit into a link on the other side once the collar is adjusted
around the dog’s neck. When properly adjusted, the prong collar rests at the very base of the
dog’s head and sits around the neck, with the bottom portion resting just behind the dog’s jaw. It
should be somewhat loose so that when a correction is given, the collar has room to tighten.
Always clip the leash to the “D” link at the top of the triangle seen in FIGURE WHATEVER.
The dog receives a correction (collar tightens) when an undesired behavior is demonstrated for a
split second, and then the tension is released. When properly using this collar, there is some slack
in the collar as it sits around the dog’s neck.

Figure 3.11

Choke Chain

Choke chains function on the same principles as slip collars and slip leashes. They should
be positioned with the excess lead heading away from you so that when you give a correction the
collar tightens appropriately. Choke chains should be positioned in the same spot as the prong
collars, at the very top of the dog’s neck just behind the base of their skull.

Figure 3.12

http://www.jcmdogtraining.com/images/276_Choke_Chain_img255.jpg




Martingale Collar

Martingale collars are designed with the corrective aspect of slip collars in mind. The
difference with the martingale collars is that they will only loosen up to a certain extent, similar
to the slip collars and leads that have a stopper on them, in order to ensure the dog cannot slip
their head out of the collar.

Figure 3.13

https://www.genuinedoggear.com/mm5/graphics/00000001/sdm-pol2-34-08-md-pink-dot-
martingale-dog-collar.jpg

Muzzle

Muzzles can be used for a variety of reasons. If a client has a muzzle to be used with their
dog for any reason, the nose slides over the dog’s muzzle with the shorter side of material facing
up. The muzzle is clipped behind the dog’s head and should be secured so that they cannot pull it
off of their face by pulling at it with their paw. The majority of muzzles are designed so that a
dog may still drink and even have treats with their muzzle on.

Figure 3.14

http://ecx.images-amazon.com/images/1/51SkIU-fQRL._SY355 .jpg







Appendix D

Glossary

During the course of your employment here, you will need to utilize particular language in order
to express precisely and accurately what you are observing and experiencing. Below you will
find a list of terms and definitions to help you communicate more clearly.

PPC/Precise: The proprietary software that Home Sweet Home Pet Care uses for scheduling,
client information, electronic time cards, and more.

Bio: The profile that each client has on the proprietary software which has all the necessary
information about the household and pet(s).

Punch In/Out: Electronic time card verification done at every visit which marks your location as
well as the time of your arrival/departure.

Dedicated Trainer: The assigned trainer throughout your training process who is available to
assist you with questions, concerns, and who will help you as you learn the responsibilities of the
job.

Regional Manager: A manager who oversees one or more particular towns/cities.
Daily: Refers to a daily dog walk client.
Pet Care/Vacation Care: Refers to a client who is away for more than just the standard work day.

Harness: A type of equipment used to aid in walking a dog who pulls on a walk that wraps
around their body in some way. Examples can be seen in Appendix C.

Head Collar: A type of equipment used to aid in walking a dog who pulls that wraps around the
dog’s head in some way. Examples can be seen in Appendix C.

Dog Aggressive: Refers to a dog who becomes agitated and aggressive with other dogs. This
may be triggered by sight or sound.

Food Aggressive: Refers to a dog who is possessive of their food or treats when anyone else is
near. This may be triggered by another dog, a cat, or other animal as well as by a person nearby.

Reactive: Refers to a dog who reacts (usually in a negative way) over something. This may refer
to food, other dogs, etc.




Redirected Aggression: When a dog is reacting about one thing but directs their frustrations onto
something else, such as a dog walking with them or the person walking them.




