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Mark Leonard: Hello everybody! My name is Mark Leonard. Welcome to the Pets on Time
Conference Center.

Pets on Time is a pet care reminder service available in late 2011. And we’re
dedicated to helping our own pets, which happen to be two greyhounds, and we
want them to live the happiest, longest lives possible so we’re sharing as much
information as we can with our pet-owning friends.

Today we’re talking with Robyn Greene. She’s the franchisee owner of Pet Care
of Marin-Petaluma, and Fetch is professional pet care service that we actually
used recently, very successfully I might add.

Robyn Greene: Hi. Thank you! How are you?

Mark Leonard: Terrific! So Robyn, tell us a little bit about your background and how you ended
up in the pet care business.

Robyn Greene: Sure! So I actually am from Marin. Grew up in Novato, and then I went away to
school at USC in Southern California. And after I graduated I started real estate,
and I loved it. It was a good job and I felt that I was doing a good job, but I just
wasn’t feeling rewarded for the work I was doing. And so I just thought I would
get a part-time job, something I’m passionate about and I love doing. It can be
outdoors, which would make me feel good, and I started working for Fetch in
L.A.

And I loved it so much. It was just such a relief to see these dogs’ happy faces
when you walked in, and the owners were always so appreciative. And I just
thought this would be the best career ever if I could find a way to make it work
and support my lifestyle.

And I moved back to Marin and I bought the Fetch at Marin, and now after four
years I’ve expanded into Sonoma and cover a lot of southern Sonoma areas.
And I love it! I couldn’t have thought of a better career!

Interview with Robyn Greene, franchisee of Fetch! Pet Care in Marin
County, CA. Robyn is an expert in taking great care of dogs, making
sure they are exercised, happy and healthy. Fetch! Pet Care provides
pet sitting and dog walks through a network of qualified pet sitters.
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Mark Leonard: Awesome! That’s a great story! So what’s unique about Fetch? What really
attracted you about the business model?

Robyn Greene: Well, I loved that it’s a network and it is a franchise, which might scare off some
people thinking that it’s really corporate, but it’s not. We all are communicating
constantly on the authorized user groups. We get to learn from each other’s
mistakes. People are always posting situations that have happened, or
recommendations of websites or helpful links. And we get to learn from other
franchisees.

So I love that there’s so much support, and the owner, Paul Mann, he’s been
great with answering any questions and always having information and constantly
innovative on the ads and getting us all involved. So I think it’s just a really great
group of people and we get to share a lot of information, but we get to run our
businesses separately and use our own policies. And it works out really well for
me.

Mark Leonard: That’s terrific! So recently in the greyhound community, which we’re most
familiar with, we’ve had a couple of incidents where the greyhounds came to
some harm while under the care of a pet sitter. And I know in one case that it
wasn’t a professional pet sitter; it was a family member. So we’re all somewhat
shaken by that experience, by learning about that experience.

In light of that, what are the – what would you say are the top three tips for
selecting an appropriate pet sitter?

Robyn Greene: First I would definitely be aware of how responsive the sitter is to your request.
So just initially when you call the sitter or set up a time to meet, how quickly do
they get back to you? How clear are they about their services and how easy is it
to meet with them? Because I feel like this is a real indicator of their
communication level.

And also, their commitment to pet care and their job, because a lot of sitters
who do pet care, they have others job and they’re working, and I just – I like to
make sure that my sitters make this a priority. It’s no less important than
another job that they have or other things going on in their life. So I think it’s a
really big indication of how seriously people are taking their pet sitting jobs, with
just how quickly they respond and ready they are to meet with you and just get
the ball rolling and finding out information about what you need. So I –

Mark Leonard: Terrific! Okay so that’s – [Crosstalk] tip number one – responsiveness. That’s
good!
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Robyn Greene: Yeah! Tip number one! Also, so once you do meet with the sitter, I think it’s
really important to see how they interact with you and your pet. So are they at
ease when they come into the house and how they’re interacting with your
animals? Is it working? I mean are the pets responsive? And are they warming
up to the sitters.

Also, are they taking notes when they’re there about feeding instructions and
where things are located? And getting your emergency contact information, vet
information, and clear about how to enter and exit the house?

All these little details are just as important as providing good pet care for the
pets. Knowing where everything is located. Making sure that the house is
secure and safe. And so you want to make sure that the sitters are taking notes,
otherwise how are they going to remember? And asking the right questions –
that’ll just show that somebody’s really detail oriented, and also really conscious
of the things they need to know.

Mark Leonard: Um hmm. Okay.

Robyn Greene: That’s tip number two.

Mark Leonard: [Chuckle]

Robyn Greene: The third one [Chuckle] – I think it’s important to ask the sitters what other jobs
they’ve had. So it’s not the biggest deal to have a sitter who has been doing pet
care for years and years. That’s not so important, but what I think is important
is just finding out, what are the sitters used to doing? What kind of animals are
they used to being around? What has their experience been with dogs and cats
and other animals they’ve cared for, even it’s just friends and family that they’ve
pet sat for. What was their job, and finding out what their responsibilities were
in the past?

And that will give you a better idea of how detailed they were with the past jobs
and how much they remember about them, and just how involved they’ve been
with other pets in their lives.

Mark Leonard: Terrific! Okay, good! So we do have some other callers on the line. So if you
do have any questions, please press * 2 if you’d like to talk with Robyn or ask
Robyn a question. Once again, that’s * 2.

So what are the top say three mistakes that you’ve seen that a pet owner can
make when selecting a pet sitter?

Robyn Greene: Well the number one thing I always see is people choosing their pet care based
on price. So I usually – I get a call asking what the prices are, and the clients say
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they’re shopping around. And I would say a lot of the time I get a call back, and
they’ve either set up a meeting with somebody else and that person has flaked
and not shown up. Or at the very last minute the sitter that they hired is not
doing things properly and we have to come in and take over.

So I think that there are a lot of questions people should ask when selecting a
sitter, and price definitely should be one of them but not the most important.
So that’s one mistake.

Mark Leonard: Um hmm.

Robyn Greene: Also the second one I would say is not being thorough with instructions and
leaving proper information. The sitter should always ask what the emergency
contact information is, who else has a key to the house, the vet information, and
some quirks that maybe the pets have. But it’s also the client’s responsibility to
let the sitters know of any little things that the animals might do.

I’ve had some clients not tell the sitters about certain things like that the dog is a
digger. And we don’t normally just expect a dog to go in the backyard and dig.
So, I mean, that would be a big thing to let the sitter know is that your dog often
goes in the backyard and digs and shouldn’t be left alone too long because he
might dig a hole and go under the fence.

Or just being detailed about, again, where things are located and who else might
have a key to the house in case there’s an emergency.

And I think the biggest thing is just the quirks that every animal has. Some dogs
have leash aggression. Some dogs are not okay with certain other breeds or
certain types of people. It’s just – it’s important to go over all the little things
that you’ve noticed your dog has – or your animal has kind of quirks about. And
–

Mark Leonard: Do you provide a list of what the pet owners should provide in terms of those
kinds of details?

Robyn Greene: No! That’s actually a good idea, but I do provide a list to the sitters, and they
are supposed to ask the question – these types of questions. So –

Mark Leonard: Got it.

Robyn Greene: I mean, that would definitely be a good idea in case the sitter forgets to ask, or
at the time maybe they forget to – the client forgets to tell them. Maybe they
can have a few more days to think about it if I email the list. That’s a good idea.

Mark Leonard: Um hmm.
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Robyn Greene: Great. I do instruct the sitters to ask these questions.

Mark Leonard: Terrific. Okay. And then what other big mistakes do you see a pet owner
making?

Robyn Greene: Yeah, the third one I would just say is a background check. I mean if anybody’s
serious about pet sitting and they’re taking this job seriously as a career or that
they want to do regularly, they should have a background check on themselves.
So almost my sitters are background checked – a criminal background check.

And any pet sitter who’s advertising themselves on Craig’s List or other forms of
advertising, they can all run a background check on themselves and provide that
to the client so they can see that they’re taking it seriously and they have no
criminal background.

Mark Leonard: Oh, interesting. I wouldn’t necessarily have thought of that.

Robyn Greene: Yeah.

Mark Leonard: Have you – so we do have a question from another Marin County caller –

Robyn Greene: Sure.

Mark Leonard: that’s related to the instruction’s issue. And she says “Is it overkill to prepare a
list of ‘do’s’ and ‘don’ts’ for the pet sitter and have them initial each item and
then sign the list?”

Robyn Greene: No, I don’t think that’s overkill. I definitely encourage people to write “do’s”
and “don’ts.” I mean if someone’s spending the night in your house or even just
coming in, there are a lot of things. I mean not just with the animals but with the
house – house care instructions. So I think that’s good. And having them initial,
I’m not sure if that’s for legal purposes but maybe just have – see them
acknowledge it and make sure they’ve read it and acknowledge it.

Mark Leonard: Exactly.

Robyn Greene: Yeah, because all of our sitters are licensed, bonded, and insured so – and we
have our own contract so that anything that falls under that insurance would be
covered. And then having them initial, I guess, would possibly be just for making
sure they’ve read it. So I don’t –

Mark Leonard: I think that was the intent.

Robyn Greene: Yeah, yeah.
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Mark Leonard: I know in the greyhound community we’re especially concerned about – because
the dogs – our dogs are athletes – you know, the fastest dogs on the planet and
they’re athletes. And most of them have come off the racetrack. But in a
certain sense they’re also fragile.

Robyn Greene: Yeah.

Mark Leonard: They can never go off leash because they’ve only been taught to run. They’re
hard wired to bolt, to run after things. And so, they’re never taught as puppies
to come. So they have no sense of recall. Most of them don’t have much of a
sense of direction. [Chuckle] Funny enough! And it’s like sometimes pet sitters,
we have found, don’t really get that. They don’t – they think that they can just
leave them alone for a little bit and you can’t. You just can’t. So I think that was
kind of the intent behind that question.

Robyn Greene: Um hmm. Yeah, definitely. I always think the more instructions, the better.

Mark Leonard: Right. Okay, good. Have you had any assignments that you’ve refused to take
because you just thought there was something funny or that there was a risk?
There was too much of a risk? You didn’t feel like – that you could really safely
perform the services that you were being asked to perform?

Robyn Greene: I can’t say that I’ve not taken an assignment based on that. When I’ve chosen to
not take any assignment it’s more from my interaction with the client or the
prospect client. It’s just there is maybe the communication is off or I feel like
they’re not respectful of our policies or what – kind of what I’ve set up or how
we do things. I just feel like maybe it’s not a good match. So that’s really the
only time I just have certain people who call in and I can tell that they’re – that
maybe they’re looking for something else. So that’s really it. It’s not so much
based on the animals or the pets and their instructions. It’s more on the
owners.

Mark Leonard: Right, okay. We just had a question from in from Walnut Creek. How do you
handle walking a dog on leash when approached aggressively by another dog off
leash?

Robyn Greene: That’s hard. That’s actually happened a lot, especially in people’s neighborhoods
they think that they can let their dogs run around. But I usually have the dogs
that I have that I’m walking on leash – you know, sit and try to be calm. And if
there’s a dog coming towards us, I just tell them like I would tell my own dog,
“No. Stop!” And sometimes they listen.

I mean if it’s an aggressive dog and they’re coming to attack, I’ve had that happen
once and it actually worked when I told him really firmly, “No. Stop” and “Sit
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down,” and he went away. I don’t know. Maybe he wasn’t as aggressive as I
thought, but it does happen sometimes. And then, of course, if there’s an owner
nearby I yell to them to get their dog on a leash just – if I see something
happening – if I see something about to happen that’s not good.

So I haven’t had anything turn out bad where the dogs that I’m walking actually
get attacked. But I have had dogs run up to dogs that I have on a leash who are
aggressive. And I know if they were attacked, they would fight back. So it’s
been a little scary so I’ve just tried to make sure that the dogs that I have – that
I’m in control of, and stayed calm, and try to tell the other dog to sit down or
“No,” and “Stop,” and it has worked.

Mark Leonard: Right, okay. And this is a question from a caller in Corte Madera and she says,
“As a pet care professional myself, I’m aware that not everyone is emotionally
capable or savvy to do this job. How do you screen your sitters to make sure
that they are prepared for whatever may come up, like the situation you were
just talking about, and can handle the job? As you know, most say that they are
pet sitter but many don’t have – they lack common sense and the pet can get
harmed. How do you handle this?”

Robyn Greene: Well I have a really long screening process. I don’t jump into anything. I start
out, someone sends an application in. It’s pretty detailed. I want to make sure
that they’ve completed it thoroughly and they don’t just give small sentence
answers – that they’ve really taken their time to complete the application and
that I see that they’ve had some pet care experience before; I have what their
objective is for this job, so I get to see why they want to do this and what type
of assignments they want to take and what their history has been.

Then I go through email back and forth with them. And I think that’s a big
indication. If someone doesn’t get back to me quickly and they’re not responsive
or they’re not clear when they’re talking to me, I already know it’s not going to
work. I need someone with good communication and who does have common
sense and who can respond to my questions clearly and wants the job.

So then once I set up a time to meet, it is – it’s a good determining factor –
some people are late and they don’t call. Some people I’ve seen flustered. Some
people are just – they change the time. So these are all factors, again, that I look
at, and I won’t go any further with someone who does that.

Then meeting with them, obviously, I’ve got a good sense of what their
background is. I ask some questions about past jobs that they might have had, or
pet care experience. And then I also ask them what they would do in certain
situations, and that is another one about aggressive dogs or walking on a leash.
And I have questions written up to ask them what they would do in certain
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situations and just see what they come up with and what they say. And that’s
part of my questionnaire.

Then I have training and we do about three hours of training at my house and I
go over our policies and procedures and what to do in certain situations – what
questions to ask, how to take care of people’s keys, and how to store their
information, and what things to do when meeting an animal. And we go over a
lot of these things, and it’s not something you can be taught easily just by saying
it. But if a sitter has common sense and pet care experience and they’re taking
notes, it does become habit when I keep saying it over and over again. I think it
registers with people.

And I don’t give assignments, just start loading people up with assignments. I
give them small assignments first, like maybe a cat visit where they’re going in for
30 minutes to do litter change, feeding, and refreshing water; and just seeing how
much they – how responsive they are to me. How often do they communicate?
I really – if I email somebody or call someone I want a response within an hour
or two. So if someone takes the day to get back to me or they’re forgetting
stuff that I’ve told them was part of the procedures, I just – I don’t give them any
more jobs.

So I really start people out slowly and it’s after I’ve gotten to know them for
awhile – and then they get to move up to bigger jobs with taking the dogs
outside and doing overnights and things like that. So I work them into it. It
would take probably six months for someone to start taking on a few jobs.

Mark Leonard: Um hmm. Terrific! We do have several callers on the line, so if anybody does
have more questions for Robyn, please either send them in if you’re on the
webcast you can hit the Q&A – submit your question on the Q&A box over
there. If you are on the phone simply press * 2 and we’ll get you on the line.

Robyn, what are the most interesting stories that you’ve had in your career
watching after animals?

Robyn Greene: Interesting stories. Gosh. I don’t know. I thought this was interesting. It’s not
pet care related exactly, but it’s funny. There was an email that went out about
a lost cat, and then I saw this circulating and there was no caller on the cat and it
was funny. I mean I’m in a community where I get emails all the times with lost
dogs, lost cats, talk to people __________ if they need to find their animals a
home.

And I saw this description of this cat and it reminded me of the description of
one of my client’s cats. And it was just so funny. It happened to be a client’s cat
and we reunited them with their cat and they weren’t even the ones that told
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me their cat was missing. I learned about it through somebody else. So I
thought that was interesting.

It’s a small community and there’s – I place a lot of foster dogs in homes with my
clients or my clients’ other friends and family. So I love that. I love that it is a
small community and I’ve placed about five dogs with different people, and cats.
That’s a rewarding part of it and that’s kind of interesting to me. I didn’t ever
think that that would really be part of doing pet care.

Mark Leonard: Right, right. Well, particularly for those of us in the greyhound community. I
mean we’re very partial and very responsive to foster care and to adoption so,
because it’s kind of what we do!

Robyn Greene: Yeah.

Mark Leonard: Is there anything else you’d like to add, Robyn?

Robyn Greene: Let’s see! Oh, well, I did want to talk a little bit just about the exercise and why
I feel it’s important, and I do encourage a lot of people – clients who sign up with
us. And just for – when they do overnights or boarding – I like to offer a
discount for multiple times a week exercise, so either group exercise or private
walks. I just feel it’s really great for the animals – the dogs to get out and sniff
and travel, because that’s what they’re meant to do. They’re meant to roam and
travel land, so it’s just so great for their overall health, and to just keep in touch
with their regular sitter and be familiar with them and they can continue getting
to know each other until the next time that they need overnights or boarding.

Mark Leonard: Yes, exercise is really important.

Robyn Greene: Yeah.

Mark Leonard: We just – yeah, yeah. Well good! And any other closing words?

Robyn Greene: Just if you have any questions about FETCH you can give me a call at 415-259-
4734, or any questions at all. If you think of something later let me know.

I can also be emailed at marin@fetchpetcare.com. And I love to talk –
[Crosstalk]

Mark Leonard: Say that email again, Robyn.

Robyn Greene: It’s “Marin” like the county, at fetchpetcare.com.

Mark Leonard: Terrific! And what’s your website? How can people reach you over the web?
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Robyn Greene: www.fetchpetcare.com and then you would just enter in your zip code.

Mark Leonard: Terrific! Well good!

Robyn Greene: So that’s pretty much it!

Mark Leonard: Well Robyn, we really appreciate your coming on the line today. It’s been a very
instructive call. This call is recorded. It’ll be available on the website. And we
look forward to staying in touch. And thank you for the good work that you do
in taking care of our pets!

Robyn Greene: Of course. Thank you!

Mark Leonard: Thanks, Robyn.

Robyn Greene: All right.

Mark Leonard: Bye!

Robyn Greene: Bye!

[End of Audio]

Thank you for reading the transcript to our PetsOnTime Interview.

Please to go our website to
 share this interview with your friends and others who might find this information helpful
 comment on this talk or read comments from others
 listen to the replay


