
Information packet: 
In the following packet you will find the following:

1. 2010 Holiday Schedule

2. Frequently Asked Questions

3. Did you know? 




2010 Holiday Schedule:





New Year’s Day








January 1









Martin Luther King, Jr. Day





January 18




Washington’s Birthday





February 15







Good Friday




April 2





Memorial Day





May 31





Independence Day





July 4th and 5th





Labor Day





September 6

** Thanksgiving, Christmas and New Years schedules are yet to be decided. Please view the holiday page on your clients’ page for updates

Frequently Asked Questions:

Q: Why do you have all information start with the office? 

A: After running this business for 6 years now we’ve learned a few lessons. Chief among those lessons are that dog walking is a very unique type of company to manage. You have walkers who are employees of the company but they are running around, usually unmonitored. One of the very best ways to keep a walker in the fold of how we walk dogs, care for them, monitor them, etc. is to keep them directly linked with the office. One of the main ways to get a walker off track is to engage them directly when it comes to billing, scheduling or training.  

Examples:

Your dog doesn’t feel well that day and you want feedback on how they are feeling, during the day. 

Your dog isn’t being properly house trained. 

You want to add a walk later in the day. 

You want to cancel tomorrows walk. 

You’re not happy with an area of service. 

You have a question about your bill. 

Please direct all of these and all requests in general through the office. It is the best way to ensure the quality of your care, the professionalism of your walkers, the accuracy of your bills and the assurance of your scheduling. 

Q: How do I make a schedule change? 

A: Outside of times you don’t have access to a computer we ask that you please submit a schedule form from your clients’ page (log onto DowntownPets.com > click “clients services” on the top right of page > click “schedule changes” link). If you don’t have access to a computer but do have an email enabled phone than emailing us would be a the next option (please try and include your dogs name and the service you want and not much else). A distant 3rd would be to call us. 

Q: Is there a reason calling is not the best option?

A: Yes we try and keep everything digital when it comes to scheduling. Our schedule forms try and make your requests as exact as possible. Schedule changes submitted through an email or phone call can be vague and there can be confusion in language. The schedule forms help us keep a digital record of your request, allow us to set up automated reminders for your walkers to their cell phones and save us lots of time we can then dedicate to improving service. 

Q: So what are times I should call you? 

A: If you’d like to discuss issues your dogs are having or any issues you might have with service in general. Emailing is great and more simple for most things but when it comes to the care of your dogs, concerns about service, etc. we feel a phone call is always best. If your schedules are chaotic you could email us a time and place to call you and we’ll make sure to do so. 

Q: How do I change the credit card you have on file? 

A: Please call us or email us to arrange a time to take your new credit card number over the phone. Please do NOT email us your credit card numbers. This can create a security risk for you. 

Q: When and how do you charge me? 

A: We use an encrypted connection to charge your credit cards on a weekly basis, based on the service you actually received that week. We do not use estimated or pre-pay billing. 

Q: How is my billing information kept in your office? 

A: Your billing information is saved with-in a military grade encrypted lock box in our computer. Our external hard drive is encrypted for safety too. Any sensitive information that is written on paper is later shredded by a cross cut paper shredder. 

Q: Can I receive weekly invoices? 

A: Absolutely and you should be receiving them already! If you’re not please email us about it and you’ll start receiving invoices from that point forward. 

Q: What do I when I have a question about my bill? 

A: Please email us the date of the charge, the amount and what is in question. We’ll try and have a response to you that very day. If the invoice turns out to be incorrect we will immediately issue a credit back to your credit card. 

Q: Why was there a mistake on my bill? 

A: Our record for accuracy on billing is extremely high but mistakes will occasionally happen. Because we bill you for what you actually have done on a weekly basis and do not have a flat membership rate, we need to keep track of lots of schedule changes. We are especially helped when clients use the schedule forms but either way we spend roughly a full day of the week on billing. Hopefully you will never encounter a billing mistake but if you do please know we will do everything possible to avoid it happening again. 

Q: Can I tip my walker? 

A: We want you to feel free to tip your walker if you like but please do not feel pressured to do so. The walkers do not expect tips for performing their jobs. It is common for people to tip during the Holiday Season but again please don’t feel pressured to if it’s not your way. 

Q: Can you help me with more than dog walking? 

A: Yes, yes and yes! Our aim is to do much more than walk your dog. Please contact us with any problems you’re experiencing with your dogs. 

Q: What is your policy with my keys? 

A: We do not put your personal address on your key tags. The only definable trait we put on your key tag is your dogs’ name. If you move away or end service for any reason without intention of returning we will assume responsibility for your keys for two weeks afterwards. After two weeks we reserve right to safely dispose of the keys and do not assume financial responsibility at that point for the cost of the keys. 

Q: Are you bonded and insured? 

A: Yes we are! Every single walker who works with us is bonded and insured through our company.

Did you know? 

1. Our walkers receive new information and training tips on a weekly basis.

2. We work with the walkers on a daily basis to address the issues that your dogs are having. 

3. When you raise an issue you have with service or a walker, we often address this on a company wide level. 

4. Our walkers are instructed not to talk on their phones while walking your dogs and at the very least to limit it. They are also asked to use ear pieces if they need to speak on their phones. 

5. We walk dogs short, on our left side, teach dogs to heal, avoid electric poles, avoid scavenging, etc. Walkers are taught the basics of house training a dog. 

6. Walkers are monitored periodically without their knowledge. 

7. Walkers are taught how to make a dog stop pulling, putting on the breaks, etc. 

Get familiar with the Client Services’ page at DowntownPets.com, found on the top right of page...
Get familiar with the Client Services’ page at DowntownPets.com, found on the top right of page...

