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Confidential Greeter Information 
(updated 6/10/19) 

 
Thank you for volunteering as a Greeter for The Dancing Cat! We’re happy to have you on board. Please familiarize 
yourself with this document prior to attending your first shift, and feel free to revisit to refresh your memory as 
needed. 

RESPONSIBILITIES OVERVIEW 
As Greeter, you will be the public face of The Dancing Cat and Karma Cat Rescue. You’ll be first point of contact 
with guests, and we want our guests to have a great experience when they visit. As Greeter, you have these main 
responsibilities:  

 Welcoming guests and checking them into the room 

 Contributing to a good experience for the guests 

 Ensuring that cats are being treated gently and safely 

 Assisting the Operations Manager with relevant tasks as needed (i.e., feeding, cleaning, etc.) 

WELCOMING & CHECKING IN GUESTS 
There are a few parts to welcoming and checking guests in to The Dancing Cat. As you become more familiar with 
the process, this process will become second nature.  
 

Meeting Guests in the Vestibule 
In order to keep the cats safe and secure, there is a controlled vestibule at the entry/exit. The exterior gated door 
to the street should always be closed before opening the interior door to the main room. You can monitor this by 
checking through the vestibule window. There is a bell on the door to the street that should serve as notification 
that a guest is entering. A sign in the vestibule asks guests to knock and wait for the Greeter. Meet guests as 
promptly as you can. 

 

Greeting Guests  
First impressions are important, and we want to start things off on a friendly and positive note. We all have our 
own style, so welcome guests in a way that is authentic to you. As you develop your own style, here are some good 
starting points: 

a. Hi/hello/good afternoon, how are you? 
b. Welcome to the Dancing Cat!  
c. Hi there, I’m _______, a Dancing Cat volunteer. 

 
This initial greeting is a great opportunity for you to gauge your guests’ knowledge of The Dancing Cat—and 
perhaps cats in general—in order to support their best experience. After this greeting, you might follow up with: 

a. Are you here to spend an hour with the cats? 
b. Have you been here before? 
c. How did you hear about us? 
 

The answers to these questions should help guide the conversation for the rest of the check-in process. 
 

Checking in Guests 
The basic check-in process is outlined below: 

1. After greeting guests, establish that they are here to spend an hour with the cats. 
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2. Determine if guests have made a reservation online. 
3. If guests do not have a reservation, tell them that we ask for an admission donation ($10 for adults, $7 for 

students on weekdays, and $5 for children under 10) and explain why (we’re a non-profit and proceeds go 
to support our mission). We can take cash or card. If given a card, use the PayPal system on the iPad to 
process the payment.  

4. If guests do not have a reservation, have them sign the liability waiver, also linked on the iPad. You may 
give them a brief overview of the information in the waiver. 

5. Ask guests to sanitize their hands by using the vestibule hand sanitizer. You might suggest they use some 
on the way out if they have cats at home. 

6. Explain some of the house rules, especially if there are children. Keep things light, but cover policies like 
not picking up the cats, not running, and using inside voices.  
 

Depending on if/where a guest made a reservation and the purpose for their visit, however, the process may be 
slightly different: 

 If guests have made reservations via The Dancing Cat website, they have already paid and signed the 
waiver. There is no need to ask them if they have done these things. 

 If guests have made reservations via Goldstar, they have paid but have not signed the waiver. These 
reservations are only 12-2pm on weekdays.  

 If guests have not made reservations at all, we can generally accommodate walk-ins. They will need to 
provide the entry donation and sign the waiver. 

 If guests are volunteers for The Dancing Cat or Karma Cat Rescue; employees of the San Jose Animal Care 
Center; or TNR or cat rescuers, they are not asked for an admission donation.  

 If guests specify that they are coming in to adopt or meet a cat they saw online or talked to a volunteer 
about, they are not asked for an admission donation. 

 If guests want to quickly take a look around the space just to see what it is, they are not asked for an 
admission donation. 

 
Note about the admission donation: Some guests don’t realize that we ask for an admission donation. Explain that 
we are a nonprofit organization, that the admission donation is our main source of income, and that all funds go to 
support our mission of finding homes for at-risk cats from the San Jose shelter. If a guest indicates they cannot pay 
but still would like to come in, you may let them enter, point out the donation jar, and let them know that any 
donation amount it is appreciated. 

CONTRIBUTING TO A POSITIVE GUEST EXPERIENCE 
After you’ve checked in the guests, their experience at The Dancing Cat can really begin! As a Greeter, you should 
allow guests to shape their own experience and be on stand-by for any questions or comments. You should briefly 
introduce the space and then ensure that both the guests and the cats are having a safe and positive experience. 

 

Introducing the Space 
It’s helpful to spend just a moment orienting guests in the space before leaving them to have their own 
experience. Here are some things you might want to point out: 

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

 Tell the guests how many current residents we have and point out the Adoptable Cats board in case 
they’d like to learn more about the cats. There’s no need to read any of the descriptions to guests; let 
them have space to read if/when they’re interested. 

 Direct them to the cubbyholes if they’d like to use them to store any bags and jackets. 

 Mention that there are toys in the baskets and point out where the wand toys are located.  

 Let guests know they may take pictures but that they should please not pick up cats or disturb sleeping 
cats.  
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 Describe the sanctuary and mention that there are often cats back there as well. You may offer to show 
adult guests into the sanctuary; please use your discretion as to whether any small children should be 
allowed back.  

 Mention that there is free coffee/tea/hot chocolate in the hallway at the Keurig. 

 Point out any cats that are prone to overstimulation (may either be wearing a purple collar or may have a 
note attached to their Adoption Board profile). Do not use negative language for any cat; simply let the 
guests know that this cat can overstimulate easily and that instead of petting the cat, guests might offer 
them a toy or just admire them. 

 Let guests know that they can reach out to you if they have any additional questions or comments. 

 Give the guests space to enjoy their time and to direct their own experience. They may want to engage in 
small talk, or they may want to enjoy their time without interruption. Let guests approach you if they’d 
like to chat or ask questions.  

 

While Guests are in the Room 
We want the best experience for our guests, so we always want to make sure that both the guests and cats are 
safe and happy. While you should give the guests space to move around as they wish, there are a few things you 
can watch out for: 

 If cats are hiding or seem stressed/scared, direct guests away from that area. 

 If you see guests causing stress in any cats (pushing toys into their faces, trying to pull them out from 
under the couch or from a shelf, chasing them, etc.), calmly intervene and correct the behavior. Explain 
why this behavior is not appropriate and what a more positive interaction might be; turn this into a 
teaching moment. 

 If, after explaining the issue and a positive alternative, guests continue to behave in a way that is 
disruptive to cats or other guests, notify the Operations Manager onsite.  

 

If Guests are Interested in Adopting 
The point person for adoptions is the onsite Operations Manager. This person acts in the role of adoption 
counselor and is responsible for the majority of the conversation with potential adopters.  
 
If a guest mentions that they are interested in adoption, the Greeter should let the Operations Manager know as 
soon as possible. The Operations Manager will then take over communications with the potential adopter. As 
Greeter, you can listen and observe as the meeting between adopter and cat unfolds and give feedback to the 
Operations Manager after the potential adopter has left. It is important, however, to give a potential adopter time 
and space, and for you to attend to other guests in the room if any. If you have information about the cat that you 
think an adopter may be interested in knowing, let the Operations Manager know.  

OTHER NON-GUEST RELATED RESPONSIBILITIES 
You may have some time when guests are not in the room. During this time, you may be given a task by the 
Operations Manager. If you are not, you can tidy the space by lint rolling furniture, cleaning litter boxes, restocking 
beverages and organizing toy baskets. You can also sit with or play with cats. If you are the Greeter during the 
closing shift, you may be asked to assist with feeding cats and other end of evening departure tasks. These tasks 
are outlined on the End of Evening Departure list.   
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FREQUENTLY ASKED QUESTIONS 
As the first point of contact, you’ll likely be the person to whom guests will come when they have a question. 
It is important to provide correct information to guests and not to mislead them or misrepresent The Dancing 
Cat. If you do not know the answer to a question that a guest 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 then consulting 
another volunteer, asking an onsite manager, or looking up the information. We’ve compiled a list of the 
most common questions about the cats, the organization, and the space. 
 

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. All cats have been 
spayed/neutered, microchipped, and vaccinated. 
 
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. 
 

Why do you only have adult cats? 
Adult cats already know who they are. While kittens are cute, an adorable little kitten will be an adult in the 
blink of an eye. You never know how big they’ll get or what their personality will ultimately be. Adult cats are 
great for first time owners, families with young children, seniors—well, everyone! But if a guest have their 
heart set on a kitten, we occasionally have kittens in our foster homes. Ask an onsite manager for more 
information.  
 

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 40 days. Some 
cats will be adopted in 2 days, some in 5 months. They will not be returned to the shelter. 
 

What is the adoption fee? 
$130 for adult cats; $155 for kittens, $80 for seniors.  
 

How old is a senior cat? 
10 years or older 
 

What is the Wi-Fi password? 
meowmeow 
 

Where can I 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 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 you 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.  
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Do you rent the space for events or parties? 
Yes, The Dancing Cat is available for all kinds of private events: corporate team building, birthdays, church 
groups, etc. We are open to all groups. The cost of an event is $100/hour for no more than 12 guests, with a 
limit of no more than 8 children under the age of 10. Events with children must have at least 3 adults present 
to chaperone. For the comfort of our guests and cats, the number of guests is not flexible. Guests are allowed 
to bring in food/drinks of their choice. To book an event, guests can fill out the form on our website. 
 

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 was this building previously? 
A liquor store. You might imagine the neighbors were very happy that another kinder and gentler use 
replaced the liquor store. 
 

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 works 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. 
 

Where can I buy these cat trees? 
Pet Food Express or online. 
 

Where did the furniture come from? 
TJ Maxx Homegoods, Ikea, and Cost Plus WorldMarket. The flat shelves and cubbies are from Ikea and the 
hutch shelves are from Wayfair.com. 
 

How can people help? 
We always need volunteers (18 years and older). Possible volunteer positions include greeters, cleaners, 
fosters, and more! Potential volunteers can visit our webpage for more details and to leave their information.  
 
People can also donate money or supplies through our website or in-person. Remind guests of to the 
possibility for matching contributions if their company participates in giving/matching programs. 
 
 


