
 
Confidential Greeter Information - 7/3/2017 

 
General responsibilities 
 

● Welcome guests and check them into the room 
● Ensure that cats are being treated gently and safely 
● Contribute to a good experience for the guests 
● Be the public face of The Dancing Cat and Silicon Valley Pet Project; leave a 

good impression of our organization 
 
Specific duties and guidelines 
 
Check-in 
There are a few parts to checking guests into The Dancing Cat: 

● Meeting guests in the vestibule 
● Waiver of liability & photo release 
● Payment 
● Hand sanitation 
● Welcoming guests to the main room  

 
Meeting & Greeting 
 
Vestibule  
In order keep the cats safe and secure within the walls of The Dancing Cat, there is a 
controlled vestibule at the entry/exit.  The exterior door to the street should always 
be closed before opening the interior door to the main room.  There is a bell on the 
front door to the street that signals that door opening and closing. There is a sign in 
the vestibule that asks guests to wait until met by a Greeter. 
 
Listen for the bell on the door that alerts you that someone is coming into the 
vestibule.  Meet the guest in the vestibule as soon as you can.  
  
The Greeting 
Greeting guests in the vestibule is their first experience of The Dancing Cat. First 
impressions are important and we want to start things off on a friendly, welcoming, 
and positive note. Think of the entrance experience as graciously welcoming a guest 
to a garden party you are hosting.  We all have our own style so welcome guests in a 
way that is authentic to you and your own personality.  
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Start with phrases like:  
● “Hi/hello/good afternoon, how are you?”  
● “Welcome to The Dancing Cat etc.”  
● “Hi I’m ______, a Dancing Cat volunteer” 
● You might ask their name (and try to remember it). 

 
The initial greeting is a great opportunity  gauge information on your guests’ 
knowledge of cats and The Dancing Cat in order to support their best experience. 
This can, and should be subtle.. 
 
You might follow up with  

● “Good afternoon! Welcome to The Dancing Cat. Are you here to spend an 
hour with the cats?"  

● "How did you hear about us?" 
 
This may help navigate the rest of the conversation. For example, if they respond 
that yes, they are here to spend an hour with the cats, then you can ask if they have a 
reservation.  
 
 Check In 
 
Reservations or Walk-in:  The check-in process is different depending on if a 
reservation was made and where the reservation was made. or if a guest is a 
“walk-in” with no reservation.  

● If guests have made reservations on-line, they have already paid, 
streamlining the check-in process.  

● If guests reserved via The Dancing Cat website, they have paid and signed the 
waiver. 

● If guests reserved on Goldstar, they paid but have not signed the waiver. 
● Some guests don’t realize we take reservations and “walk-in.”  In general we 

can accommodate walk-ins.  
To expedite the check in process, try to be clear and direct. For example, you might 
ask “Do you have a reservation to spend an hour with the cats?” vs.  “Have you 
signed up?”  
 
When booked via website:  Remind guests that when they booked online via The 
Dancing Cat website, they signed a waiver agreeing to our rules (which are also 
posted in the vestibule and in the main room). Point out that they are in a space with 
live animals and that sometimes, typically when provoked,  cats can get 
overstimulated and bite or scratch. Some guests that made reservations on-line may 
not realize they have signed the waiver.   ALL online reservations made through The 
Dancing Cat’s website require agreeing of the waiver  before completing the booking 
and thus they do not need to sign again. Please do not ask guests “have you signed 
the waiver?” This can be confusing to guests and slows up the check-in process.  
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When booked via Goldstar: Goldstar reservations, available to guests from noon to 
2pm on Wed/Thurs/Friday, are booked on-line.  Anyone booking on Goldstar has 
paid but not signed the waiver; they will need to fill out a waiver on the iPad for all 
guests in their party. If extra guests arrive with a group that reserved on Goldstar 
but did not pay, you can honor the Goldstar price ($5 for adults) and also ask them 
to sign the waiver.  
 
Walk-ins: Volunteers of SVPP, The Dancing Cat, employees of the San Jose shelter, 
and people self-identify as current TNR or cat rescuers are not asked for an 
admission donation.  In addition, we do not request a donation from guests coming 
in specifically to adopt, or to meet a cat that they saw on our website or talked to a 
volunteer about. If a guest simply wants to take a peek inside the room to see what 
we’re about, we don’t ask for a donation. 
 
With the above exceptions, guests are requested to pay the admission donation to 
support our mission of rescuing at-risk cats from the San Jose shelter. 
 
Some guests don’t realize that we ask for an admission donation.  Explain that we 
are a non-profit, that this is our main source of income, and that all funds go to 
support our mission of finding homes for wonderful cats. 
 
Hand sanitation:  As an additional precaution, we ask guests to please sanitize their 
hands. Please avoid saying things jokingly about germs.  If guests have their own 
cats, suggest they sanitize on the way out as well. You might keep it light by saying 
something like “Please give your hands a spritz of sanitizer and if you have cats at 
home, it is a good idea to sanitize on your way out as well.”  
 
Note: At this point you may find out if they have cats at home, and get perspective 
about how experienced they are with cats. You might also learn whether they are 
potential adopters. 
 
Examples: 

How did you hear about us?  Website 
Did you make a reservation online?  
No -> No problem, we're happy to have you here!  Just a couple of things to take care 
of first (waiver and payment) 
Yes -> confirm if a booking was made on our website.  If yes, the guest has paid 
and signed the waiver.  If no, confirm if reservation was made on Goldstar.  If yes, 
the guest has paid but still needs to sign the waiver. 
 
How did you hear about us?  Walked by and looked interesting 
Did you reserve a time to visit with the cats?  No -> explain the waiver and ask for 
an admission donation of $10 per person.  
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If multiple groups arrive at one time, check in the group that arrived first and 
politely let the next group know that you will be right with them. You can ask people 
to wait outside of the metal gate if there are too many people in the entryway. It is 
important to make sure you can safely allow guests into the space while enforcing 
the door policy (the interior door may not open while the exterior gate is open). If 
there are 2 groups of just a few people, you can introduce them to each other and 
show them in together. Why not get the party started in the vestibule?!  
 
Kids: When greeting kids at the door, engage them in conversation. Do they like 
cats? Are they excited to meet some? What do they think some of the rules might be? 
The rules are no running, use indoor voices, be gentle when petting the cats, and do 
not pick any of them up. This helps set the tone for when the kids are inside and 
makes it easier to remind them of the rules since you already discussed them.  
 
Introducing guests to the room 
Upon entering the room from the vestibule, it is  helpful to spend a moment 
introducing  guests to the space.  In fact in the vestibule you might let them know 
you will show them into the room,  take a moment to introduce them to the space , 
then let them explore. Once you show them through the door, the room is bright and 
exciting.. Give them perspective of the space by pointing out major features of the 
room.  
 

● Direct them to the cubbyholes for bags and jackets if they would like to use 
them (optional).  

● If there is a cat in the immediate vicinity, feel free to introduce the cat to the 
guests. 

● Point out the Adoptable Cats board and let them know that all of the current 
cats’ names, pictures and information are on the board. Tell them if they have 
questions please don’t hesitate to ask a volunteer for more information. Let 
the guests have space to read about the cats; you do not need to read the cats’ 
names aloud or introduce them to every cat. 

● Mention that there are toys in the baskets and on the table to play with cats. 
Let guests know they may take pictures if they would like but to please not 
wake up any sleeping cats. We ask that they do not try to pick up any of the 
cats.  

● Describe the sanctuary and if there are any cats back there offer to introduce 
adult guests to the cats back there. If there are small children, use your best 
discretion as to whether or not they should be allowed into the back 
sanctuary.  

● If there are any cats wearing purple collars, it is important to make sure 
guests are made aware that these cats are prone to overstimulation. Instead 
of petting them, guests can offer the cat a toy if they are awake or just admire 
them.  Keep a watchful eye on guests as they interact with all cats to make 
sure none are being overstimulated. 
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Talk the cats up but let the guests have their own experience  
Give the guests space.  After introductions to The Dancing Cat are done, give the 
guests space to enjoy the room and the experience. If they have questions they will 
come and ask you. Small talk is ok to have especially if a guest came alone and is 
engaging you to chat, but let them approach you. Most of the guests have come to 
relax with the cats and want to be able to enjoy their time without interruption. 
Keep personal stories to a minimum; remember, this is their experience, not ours. 
 
Do not describe the cats negatively. Remember, you are an advocate for these cats 
and we want them to be adopted. Highlight the positive and great things about the 
cat first and then mention that the cat can sometimes over stimulate. Talk the cats 
up! Don’t lead with any negative traits the cats might have. For instance, don’t say, 
“This cat is tired of being here and is getting grumpy” Try talking about all their 
awesome positive traits first.  
 

“This is Cosmo, he is a big beautiful boy we call him the house panther and he 
loves the couch! He is 5 years old and incredibly handsome. Cosmo is prone to 
overstimulation at times and we ask that you be careful when trying to pet him. If 
you would like to sit near him and admire him he would like that.” Share only 
information the guests need to know and let them make their own opinions and 
have their own experiences!  

 
Engage the guests if they seem open.  Guests love to tell stories about their cats! 
 
If you are looking for things to occupy your time, you can help tidy the room, lint roll 
the couches, scoop litter, sit with the cats, or take Snapchat photos.  
 
If cats are hiding in any space and stressed/scared, redirect guests away from that 
area. It is important to supervise the room and make sure guests  are not stressing 
cats (e.g. . trying to pick cats up, pull them out from under the couch or off shelves in 
the walk-in, playing roughly, shoving toys in the face of a cat or chasing them). If you 
see this happening, calmly intervene and correct the behavior. Explain why we don’t 
do these behaviors and what a solution might be.  
 
We want to create a positive experience for people and embrace teaching moments 
rather than just scold. Many guests do not know what the appropriate behavior is 
and what may seem obvious to you is not always obvious to others. Always explain 
the rule you are enforcing and if the guests continue to behave in a way that is 
disruptive to the cats or other guests, notify the Operations Manager onsite who will 
help you.  
 
We ask that guests do not pick up cats, or attempt to engage the cats in behavior that 
might lead to biting. 
 

5 



Adoption counseling 
 The point person for adoptions is the on-site Operations Manager (Ann, Mary, 
Lauren and Teri). This person acts in the role of adoption counselor and is 
responsible for the majority of the conversation with the potential adopters. If more 
than one Operations Manager is onsite at the time, then Ann will take the lead. If a 
guest identifies that they are interested in adoption and is there to meet the cats, 
the Greeter should let the Operations Manager know as soon as possible. 
 
While potential adoptions are exciting, for the most part we want to provide space 
to allow the adopter/cat relationship to unfold with as light a touch as possible. 
 
The on-site manager acting in the Operation Manager/Adoption Counselor role will 
take the lead in communications with the potential adopter.  Their first focus will be 
to learn about the adopter  and what they are looking for in a cat. This is about 
developing relationships and it requires a time and space. Greeters are in a 
supporting role.  The Greeter’s role is to listen and observe as the meeting between 
adopter and cat unfolds, and give feedback after the adopter has left.  While a 
Greeter may have relevant  information regarding a cat, wherever possible please 
try to provide that information to the Adoption Counselor vs. directly to the 
potential adopter. Of course there are exceptions to this and to some extent we all 
have to use best judgement.  
 
While potential adopters are visiting with cats, our Greeters are to be attentive to 
the other guests in the room so that the adoption counselor can focus on the 
adoption.  While we all want to find great homes for the cats, it is important to never 
pressure, push or overwhelm a guest who is considering adoption.  
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FAQs  
If you do not know the answer to any question a guests asks it is important to find 
out the correct answer. There is no harm in saying “Hold on one moment and let me 
find out for you” and consult another volunteer or look up the answer on your 
phone. It is important to provide the correct information to guests and not mislead 
them or misrepresent The Dancing Cat. Do not assume or guess information-the 
managers are onsite and ready to help!  
 
Who did the artwork? 
Sean Boyles and Roan Victor, local artists who also are the owners of The Arsenal 
which is an art supply store in San Jose. These artworks were commissioned in 2015 
specifically for 702 Julian space.  The large cats masked the previous liquor store’s 
refrigerator doors.  They were reframed by the artists in 2016 after the refrigerators 
had been removed. 
 
How did you find this building? 
Craig's List.  We currently rent on a month-to-month lease and will be here for the 
foreseeable future.  
 
What did the building use to be? 
A liquor store. You might imagine the neighbors were very happy that another use, a 
kinder, gentler use, replaced the liquor store. 
 
What is the wifi password? 
meowmeow 
 
Where can I buy these cat trees? 
Pet Food Express or online 
 
Where did the furniture come from? 
TJ Maxx Homegoods and Cost Plus WorldMarket. The flat shelves and cubbies are 
from Ikea and the hutch shelves are from Wayfare.com  
 
Do you rent the space for events or parties?  
Yes, The Dancing Cat is available for private events ranging from corporate team 
building, birthdays, church groups etc we are open to all groups. The cost of an 
event is $100/hr for upwards of 12 guests. That number is not flexible and is also 
limited to no more than 8 children under the age of 10. Events with children must 
have at least 3 adults present. Guests are allowed to bring in food/drinks of their 
choice. To book an event they need to email Lauren directly or 
info@thedancingcat.org.  
 
Where can they find out more information about upcoming events?  
Following us on Facebook is the best way to stay up to date on announced events or 
they can visit our website and see what is available. We also announce events on 
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Instagram and Twitter and guests are encouraged to sign up for our newsletter on 
the “Contact” page of the website.  
 
What kind of events do we offer? 
Yoga, Henna, Watercolor Workshops, Ceramics painting, Pet Photography, Kids Art 
Classes, Lectures/Speakers, Catnip Toy Making, and more! We are always open to 
suggestions.  
 
How long do cats stay at The Dancing Cat?  
Until they are adopted! They will either remain in residence here or in a foster home 
within our network. Each cat will stay as long as it takes to find the right family, 
which averages out to be about 34 days. Some cats will be adopted in 2 days, some 
in 5 months. They will not be returned to the shelter.  
 
How can people help?  
We always need volunteers (18 years and older) and that ranges from greeters, 
cleaners, fosters and more! There is a page on our website that details ways to get 
involved. People can donate money or supplies which can also be found on our 
website www.thedancingcat.org Remind guests of their ability to match 
contributions if their company participates in giving/matching programs.  
 
Where do the cats come from?  
Our mission is to rescue cats from the San Jose Animal Care Center that are at risk of 
being euthanized.  The cats at the shelter are typically strays or surrendered to the 
shelter by their owners.  We do not take in cats directly from owners except in very 
unusual situations. It’s important that volunteers not convey to the public that we 
will accept an owner-surrendered cat as this is very difficult for us to do. 
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