
PART TIME ANIMAL ENCOUNTERS MANUAL 2013 
 

Welcome to the team! We are happy to have you.  This manual will help answer anything you need to 

complete your job correctly and efficiently. 

PROGRAM OVERVIEW 

CHAT S  (CH) 

On-mic narration of zoo exhibit animals, some involve a keeper working with/training the animal 

while we talk to the public.  These are timed, on the map, presentations that last between 10-25 

minutes.  They are playful, yet scripted and meant to engage the public with informative information 

but also facilitate conversations about these animals, and global conservation.  

ANI MAL WALK S  (AW) 

Animal walks should be happening throughout the zoo whenever possible.  This is something that 

happens with other department as well as our team.  Its great exercise for the animals (and the 

people) and it’s a different way to surprise the visitor with “something new around every corner”.  

The ideal situation would be to provide as many visitors as possible with an animal on a walk, but 

because of the function of the “walking” it will sometimes be a very quick passing by, and other times 

we will be able to stay and chat.  Never should it be a “fly-by” that is seen as an inconvenience in any 

way to the visitors! 

RAN DO M ANI MAL EN COUNT ERS  (RAE) 

These types of encounters are scheduled for us, but random to guests. The idea behind this is to let 

guests have personal encounters with the animals in our Interpretive Collection at times unplanned to 

them. This should be taking an animal to a location and doing a “meet and greet” style encounter.  

ANI MAL ST ATION S  (AS  FOR MALLY  “FEEDIN G S TATION S”) 

These include Lorikeet Landing, the Contact Yard, the Galapagos Tortoise Yard, Giraffe Feedings, and 

Camel Feedings. 

ANI MAL APP EAR AN CES-ON  GROUNDS  (AA-ON) 

Every group that comes to the zoo to and rents a space gets one animal appearance as part of their 

price.  They can upgrade to more for a higher-tiered animal.  This program will also be in charge of 

any off-site appearances approved by the department.  

ANI MAL APP EAR AN CES-OFF GRO UN DS  (AA-OFF) 

 

MAHALI  (SW AHILI  FO R “PLACE”)-  T HE CIR CLE OF ANIMAL  ACTI VITY  IN  AFRI CA (M)  

This is a place in Africa that will be a physical structure “circle” that will be a place of activity!  We will 

be rotating through this space with the interpretive keeper staff, and staff from the cat show to keep it 

busy all the time. This location will show up on your daily schedule. 

 

 



GENER AL IN FO RMATIO N  

Uniform: 

You are required to wear an official zoo polo (green or black) and solid color pants or shorts. Shorts 

should have an inseam of at least 3” Absolutely no jeans! Please do not roll up shirt sleeves. Sandals 

and flip flops are not allowed – to enter animal holding areas, you must have closed-toed shoes. 

You must look neat and well put together.  You are only allowed to wear hats that are plain or zoo 

issued (with the zoo logo). No excessive jewelry, tattoos or piercings. 

Behavior: 

You are to arrive to the zoo and to roll call on time or early.  You are to conduct yourself professionally 

no matter what you are doing at the zoo and anytime you are in your polo or other zoo wear.  You are 

not to use your cell phone (even texts) while with visitors.  Staff often use cell phones to communicate 

throughout the day, but don’t need you to respond (for the most part) right away.  You can wait until 

you have a lag in visitors.  If it is an emergency and you don’t have a radio, we will repeatedly call you, 

or figure out another agreed upon plan. 

Clubhouse: 

The designated area for roll call, belongings, and break space is the Clubhouse. It is located across the 

train tracks from the Zoo Café, above the old family gift shop. It is on the second floor of the building, 

and you access the stairwell to get upstairs from the side of the building. This door is on the side of 

Seal Falls and is right before the Funnel Cake Shop on your way to Wolf Woods. We are sharing this 

space with other groups, so please be mindful that we are not the only staff in this area. On certain 

occasions, the public will have access to this area also for Behind-the-Scenes tours (escorted by a staff 

member), so remember to remain professional while Zoo guests are upstairs. 

There is a computer in this area, and you are allowed to use it at the start of the day. If you need to sign 

out animals in Convergence, you may do so on this computer right after roll call. However, social 

networking and general internet browsing is not an acceptable use of this computer.  

The login for this computer is: clubhouse 

The password is: Password1 

This will be a shared login, so please keep all personal documents, passwords, and usernames off of the 

computer. 

There is a place for your personal belongings in the Clubhouse; keep them contained to your locker. 

Again, this is a shared space, so be mindful of that. We are all responsible for taking out the trash, 

recycling, and compost bags when they are full as well as keeping the floors and tables cleared. 

(Housekeeping does not come and clean up for us.) 

The Clubhouse is also where the jackets, extra clickers, and hand sanitizer will be stored. There will be 

a sign-out for the jackets, and you must sign them in and out. Please refill your hand sanitizer here.  

Roll Call: 



You are expected to be at roll call at the start time of your shift.  It is located in the Clubhouse, across 

from the Zoo Café. This is meant to be a short timeframe to get current information and your schedule 

for the day, and a check in to make sure everyone is in attendance.  This will be a place that interns and 

volunteers will also meet for the same reasons.  We are a team and “team-like” behavior will be 

expected at all times.  Any changes in the schedule throughout the day will be communicated via phone 

or visit from a supervisor. 

Clocking in and paychecks: 

You can clock in at several different areas.  The Volunteer Service Office has a time clock behind the 

desk.  There are also time clocks in education, tree tops, and admissions. Do not clock in more than 

10 minutes before the start time of your shift. To clock in, use the last 5 digits of your Social 

Security number and hit F4 (OK). You will see your name pop up if it was entered and accepted 

correctly.   

Paychecks are issued every two weeks on Wednesdays.  Direct deposit is recommended, otherwise 

your check will be mailed to you.  After you work 4½  hours, a half hour lunch break automatically 

comes out of your pay check. Do not clock out for breaks.  If you work between 4 ½ and 8 hours and do 

not take a lunch break, you are to let Caitlin know via email only. Emailing Caitlin in a timely manner is 

important so that those non-breaks need to be in the same pay period. This does not apply when you 

are offered a break on a longer shift and decide not to take it. 

Breaks: 

You may take one half hour break per 4 ½-8 hour shift that will be at a time designated by your 

supervisor during roll call. You can spend your breaks in the Clubhouse, just please keep in mind that if 

there is a roll call scheduled during your break time, you will need to be quiet and not disturb the 

group’s meeting. You may also take your breaks in the cafe or other dining areas on zoo grounds, but 

keep in mind that walking around the park while eating, or eating in the Lorikeet Landing hut, looks 

unprofessional. You must return to your shift on time after each break – be mindful that if you return 

late, you are preventing other people from being where they are scheduled to be. You are not 

permitted to leave Zoo grounds for breaks without permission from your manager. 

Time off and Scheduling: 

The zoo is a very busy place and we need you here when you are scheduled to be here.  You will be 

working 5 days out of 7 and will have two consecutive days off each week.  It makes the most sense to 

ask a fellow employee to trade you if you need a particular day off, however keep in mind that some 

employees may have different tasks than you.  If that works, let Caitlin know about the switch.  If not, 

you must fill out a time off request sheet.  Caitlin will not accept updates to the schedule via text, 

passing by, or at roll call - email is appropriate.  If you cannot make it to any given shift DAY OF, you 

are to call this number “call off line”: 513.559.7731 and reach your supervisors for the day by 

phone. 

Please give as much notice as possible.  If there is an issue with many absences or tardiness, there will 

be disciplinary action. 



The Zoo is open daily, however during inclement weather, staffing needs often change and you may be 

sent home early. Your supervisors will contact you if this becomes the case, or regarding other changes 

to normal procedure during this weather.  We try very hard to take your commute, gas money, and 

your time into account when sending anyone home early.  We will sometimes offer “who wants to go 

home early” first to give the option to everyone.  On really bad weather days this can sometimes not be 

avoided. 

Out on grounds 

When you are out on grounds you must be wearing your name tag, be very approachable, stop and ask 

people holding a map and looking confused if they need help (even on your break). Smile and be 

friendly! If you are wearing sunglasses, please keep them off during your random encounters (you 

should be in the shade, anyway!) and during chats.  

The zoo is non-smoking.  If you see someone smoking, say “Excuse me Sir/Ma’am, the Zoo is now non-

smoking. Can I ask you to put your cigarette out?” and then keep moving.  It is not your job to stand 

there and watch them put it out, or hassle them about it.  There are no designated smoking areas and 

contrary to popular belief, you cannot smoke in the parking lots!  If there is any trouble at all, walk a 

bit away, get a description, and call security.   

All of our animals are on specialized diets; therefore, we do not allow the general public to feed them. 

If you see a guest feeding an animal on exhibit, please tell the visitor to stop and explain why. If it 

continues, report it to the security department immediately. 

You are welcome to visit the Zoo on your off days, but please keep in mind that if you are wearing your 

badge (or any zoo attire), you are still representing the Zoo, so please be professional.  If you are 

entering the Zoo with guests, you must park in the Vine Street lot and enter through the Vine Street 

turnstiles, not through any employee entrances.  You will need to make sure that your guests pay the 

same way that any normal zoo guest would. There are cameras at all the employee gates.  

Radio traffic 

Not each staff member will carry a radio at all times, but when you are designated to keep a radio on 

you, listen carefully in case you need to be reached. You will have a radio in the Contact Yard, at 

Lorikeet Landing, and in the Galapagos Tortoise Yard. 

Make sure you are always professional on the radio.  Identify yourself and make it short.  If you need to 

have a longer conversation, ask for someone to meet up with you or call you on a nearby land line.   

Example: 

“Caitlin come in” 

“Go ahead” OR “Go for Caitlin” 

“This is Tether the Ball Python, are you near a land line?” 

“Yes 3350” 

“Copy, I will give you a call” 

Security 



513.475.6112 (please make sure you have this number programmed or memorized) 

When to call security:  

First aid: stay with the family/individual until a security person arrives. If no one is readily available 

and it’s not a major injury, you can direct them to Membership services/first aide in the entry village. 

Lost Child: Call security, identify yourself and your location, and give as much detail about the child as 

you can, i.e. age, name, what wearing, race (if you are with the parents, where was the child last seen). 

Stay with the visitors until security can meet up with you.  

Example: 

“Dispatch come in on 4” 

“Go for base” 

“This is Caitlin and I have Olive here at the zoo café, she is 5 years old and looking for her parents” 

“Thank you Caitlin, we will put a unit in route” (or they might have follow up questions about details) 

Stay with the child until the family or the security personnel gets there.  (Usually the family gets to you 

first).  If the family gets there before the security unit, call security back. 

“Dispatch come in” 

“Go ahead” 

“This is Caitlin, disregard, Family has been reunited.” 

If there are visitors that need additional assistance getting from Vine St. to Safari, you can utilize the 

Courtesy Cart, a service offered through the Welcome Center/Rides. You can call the Courtesy Cart Cell 

Phone at _____________________ and a Rides Supervisor will be happy to help them out. 

 Escaped animal:  Code Houdini “animal” and try to keep a visual.  Describe your location and where 

you saw the animal and wait for further direction. Most of the time because we are not on channel 1 

we may not know this is even taking place, however if you do know there is any kind of zoo emergency 

do not use the radio for any non-serious reasons.  Remember that security dispatch hears all the 

channels at once that that could be distracting during an emergency. 

Whenever you call security (on radio or phone) identify yourself and your program (RAE) 

 

 

Chat Responsibilities: 

If you are presenting chats throughout the day, you will have a lot of responsibility to be where you 

need to be on time and to have all of your necessary equipment with you. There are a lot of people that 

are involved with making this type of encounter work, so manage your time responsibly. If your chat 

needs a microphone or a remote, you can find these in the case in the Clubhouse. You must return the 

microphone and/or remote as timely as possible, as this equipment is very expensive and it needs to 

be accounted for (and in some occasions, one microphone is used for two types of chats and another 



staff member will need to use it later). Treat the microphones with care while they are in your 

possession – they are not easy or cheap to replace!  Please give us as much heads up as possible for 

supply needs such as batteries. Our on grounds purchasing department is not open on the weekends. 

You must show up to your chat a few minutes early to check in with the keepers and find out about any 

changes, if necessary. For some chats, there are no keepers that are present (such as the otters), so you 

can begin promptly at the start time. For other chats, keep in mind that the keepers may be waiting for 

you to get there on time and/or check in before they begin (i.e. black rhino). Be on time and be 

professional. 

There may be a bit of down time between chats – please use this time responsibly. You will need to 

account for time to switch out microphones/remotes from the Clubhouse, getting from chat to chat, 

and making sure that you are comfortable with your script. If you find yourself with a surplus of down 

time, contact your supervisor to check in and see if anything needs to be done. Please only use your 

down time for preparing for your next chat, not the time you are scheduled to be doing an animal 

encounter. You should prepare for your chats before you come to work, not during other scheduled 

times. 

Do not forget to enter your chat attendance numbers into VIP! This is an extremely important part of 

our program, and by tracking the attendance, it gives a better understanding of the impact of this part 

of the program. It is not just our program it impacts, but keepers and trainers are eligible to receive 

rewards based on the success of their encounters. It does not just affect our program by not entering 

these numbers! Do not forget to do this by the end of the day. 

Keep the chats fun and professional. Stick to the script as much as possible, but know that depending 

on your group, there may be flexibility in how you deliver it. There is a lot of great information we can 

share, but we need to make sure that the integrity of the content is not compromised when you are 

more conversational with a smaller group. If you do not know the answer to a question someone asks 

you at the end of your chat, let them know that you don’t know and find the answer for the next time a 

guests asks you. Remain on the microphone (if applicable) after a chat to answer questions, unless you 

get into a more personal conversation with the visitors after the other guests have left. If you stay on 

the microphone while you answer questions, it helps others from asking the same question twice and 

they can learn something you may not have covered! It can also engage people that might have missed 

part of the chat. 

 

 
 
TRACKIN G YO UR EN CO UN T E RS  

The Visitor Inspiration Program was created as a way for folks in every department in the zoo to keep 

track when they work with the general visitor (not in programs or scheduled events).  Below are the 

directions.  You will enter # of people for RAE, CHATS, and Feeding stations. 

Visitor Inspiration Program 

To enter the # of people you saw with each animal or group or feeding please go to the following 
path… 



P:\Zoo Shared\Visitor Inspiration Programs 

Enter the information  

If you have another entry click “add program” 

If you are finished click “save and close” 

Make sure every time you are out with an animal you are tracking and reporting those 
numbers! 

 

 
 

 



 

ANI MAL HAN DLI NG  

Sign out procedures: 

It is important to sign out and use only the animals you are trained on.  If you are unsure about if you 

are trained on an animal “officially” or not – you are not trained! All animal handlers are required to 

refresh their skills once a year to remain current.  They are also expected to give consistent amount of 

time to the animals year round to keep those skills and relationships up. 

You cannot sign out an animal more than a week in advance of when you will be using it, and you can 

only sign out 3 animals per shift prior to the shift.  We put these guidelines into play so that everyone 

gets a fair chance to use the whole collection.  Please keep in mind that some people are only trained 

on a limited amount of animals and may not have many options.  

Convergence is the program we use to sign out animals.  It is an internet-based program and can be 

accessed where ever there is an internet connection. 

Convergence database:  https://tickets.cincinnatizoo.org/management/default.asp 

This link will be saved as a favorite on the animal holding computer in education. 

 

Login ID: educator 

Password: Peacock2 

 

Instructions 

Sign out Animal Ambassadors using the website below. Please follow these instructions when signing 

out animals in the database: 

1. Open internet browser and visit this website- 

https://tickets.cincinnatizoo.org/management/default.asp 

2. Enter Login ID (educator) and password (Peacock2) 

3. On the left hand side of the screen under Products & Settings click on Instructors 

4. Select the date you would like to sign out an animal from the calendar in the middle of the screen. 

Use the arrow buttons on either side of the name of the month to skip forward or backwards. 

5. Once you have selected your data (the date should be highlighted in yellow on the calendar if it’s 

selected) you can select the animal you would like to sign out. Scroll down the page and click on the 

button to the left of the animals name. 

6. Once you have selected the animal you would like to sign out scroll back up to the calendar. Below 

the calendar you will see an empty text box labeled Name. Enter just YOUR NAME. Hit the Enter 

Assignment button. 

7. A new screen will pop up where you will be asked a start and end time for the animal. 

https://tickets.cincinnatizoo.org/management/default.asp
https://tickets.cincinnatizoo.org/management/default.asp


8. The next box allows you to repeat the assignment for any number of consecutive days. For example 

if you would like to sign out an alligator for a Random Animal Encounter Monday, December 6- 

Thursday, December 9 from 9am-10am for all four days in a row you would choose No. of Days 4. 

Please note this is only for events occurring at the same time for consecutive days. 

9. You will also notice a blank field labeled Booking Note- skip this field. 

10. If you are taking an animal off grounds check the offsite box. 

11. In the program field enter the abbreviation for the type of program you are doing. See attached for 

list of abbreviations. 

12. If you are taking an animal off grounds type the state in the state field box (OH, KY, IN). If you are 

NOT taking the animal off grounds DO NOT enter a state into the state field box. 

13. If you are handling an animal on grounds please share the classroom or general location you will 

be in the location box. For example if you are using the animal for a School Animal Demonstration you 

would put Orchid/Fig. If you are doing a random animal encounter and you will stationed near Vine 

Street Village type that in. 

14. Hit “submit” and you will see the word UPDATED appear at the top of the screen. You can then hit 

the back button and this will take you back to the calendar page where you can begin another sign 

out. 

Note: If you end up not using an animal, it is important that you go back and delete the reservation of 

that animal. Otherwise, our reports of usage will not be accurate and the animal might miss out on a 

chance to get taken out in that timeframe.  

TEMP ER AT UR ES  

Animal Temperature ranges are posted at each animal holding location.  Please look them over in 

detail and become comfortable with them.  There is a thermometer in the Children’s Zoo by the 

computer as well as in Green Barn by the snake racks. You always want to go by the “feels like” or 

“relative humidity” to use with the ranges. Be familiar with how individual animals behave when they 

are overheating or too cold. Remember the appropriate weight carrier cover when transporting birds 

and mammals, and remember to keep a towel over cooler tops for extreme heat or cold. A good rule of 

thumb for birds and mammals is to use a “lightweight” carrier cover if you are transporting the animal 

outside in a temperature range they can be handled outside in. If it is colder than they are able to be 

handled in, use a warmer carrier cover. Each mammal carrier needs a water bottle attached for travel 

purposes, so be sure to bring that with you when taking one out for an encounter. 

 



 
LORIKEET LANDING PROTOCOL 

Your job in Lorikeet Landing will have many responsibilities. At the beginning of each shift, you must 

complete the “opening Lorikeet Landing” checklist inside of the Lorikeet hut. This includes, but is not 

limited to: 

- Getting your Lorikeet money from Admissions. 

- Setting up the cart and stool inside the flight cage. 

- Mixing a pitcher of nectar according to the birdhouse’s guidelines. 

- Bringing nectar pitcher inside flight cage. 

- Stopping by the Zoo Café and getting a bag of ice to fill the cart with. 

- Opening all windows to the hut and placing necessary signs on the counter. 

- Bringing sandwich board sign out in front of the path to the flight cage. 

- Making sure the soap dispensers are full. 

- Unlocking the flight cage. 

- Bringing a radio and flight cage key from the Clubhouse. 

Welcome each visitor to the flight cage and ask if they are interested in buying food to feed the lorikeets.  In 

the past, we sold both seed sticks as well as nectar cups, but now we solely sell nectar. If you get asked why 

this is the case, simply let them know that all of the birds currently in the flight cage are nectar eaters, not 

seed eaters. You can help them understand the differences between birds, where the birds come from, the 

roles they play, and how to handle them. Assist them if birds are biting or flocking to them, and try to make 

them as comfortable as possible. Answer questions and help find birds that will sit on their hands or 

shoulders. If someone is being rough with the lorikeets, ask them to stop and explain why. The helpers you 

have inside of the flight cage will be able to help keep you stocked on food as well as keep the flight cage 

cleaned up. 

During your shift, you will have many responsibilities, including making sure that you have a supply of 

nectar to sell to guests as they enter the flight cage. If you do not have enough nectar, ask your shift helpers 

(either the Teen TRIBE or another staff member) to get you more from the hut. If no one is available to 

help, call or radio your supervisors to help you.  

All nectar cups are $1 each, even for members. There are sometimes discounts or coupons given to 

special event participants and Zoo members, but please read these coupons carefully before giving away 

free food. Summer camp groups free nectar for each summer camper at no charge, but general visiting 

school groups do not receive free food.  

Keep the flight cage clean by picking up trash and used nectar cups. Ask guests that are trying to bring in 

outside food or drink to leave them outside and explain that it will make the birds sick if they eat or drink 

it. Guests should also not bring in strollers or backpacks, as the lorikeets can use those as methods to leave 

the flight cage. Remember to clicker count each visitor as they enter the flight cage. (enter in VIP at the end 

of the day, the person closing is responsible for entering the final number.) 



Do not leave the flight cage until the next shift staff member has arrived. When it is time to switch shifts, 

take your money back to admissions and make a Lorikeet Landing deposit. Remember to give the next shift 

staff member the radio and flight cage key before you leave. Check the amount of soap in the dispensers at 

the start and end of each shift and replenish when necessary.  

If you are the last shift in Lorikeet Landing, you must complete the “closing Lorikeet Landing” checklist 

inside of the Lorikeet hut. This includes, but is not limited to: 

- Emptying the ice out of the cart. 

- Bringing the cart and stool inside the Lorikeet hut. 

- Close the windows to the hut and pull counter signs back inside. 

- Bringing nectar pitcher inside. 

- Emptying and cleaning the nectar pitcher, allowing to air dry. 

- Cleaning the nectar cups out of the flight cage. 

- Locking the Lorikeet flight cage. 

- Ensuring that the floor is swept, counters are clean, and all signs brought back inside. 

- Bringing radio and flight cage key back to Clubhouse. 

- Bringing money back to Admissions for a deposit. 

- Enter Lorikeet attendance for the day in VIP. 

- Call bird house and let them know you have shut down. 

If there are any bird-related problems that occur while you are in the flight cage, radio the Bird House on 

Channel 1, identifying yourself and requesting their help in the flight cage.  

(Ex: a guest notices that a lorikeet is bleeding.) 

“Bird House, come in on Channel 1.” 

“Go Ahead.” 

“This is Caitlin in Lorikeet Landing, I need your assistance as soon as you can with a bird injury.” 

If there are any issues that arise with the Teen TRIBE, you can radio for the help of their supervisor on 

Channel 2. 

If there are any issues that arise with injury to a guest while in Lorikeet Landing, radio Security (any 

channel) to send out a unit with a first aid kit. You will also have a first aid kit in the bottom of the Lorikeet 

cart, so please use this at your discretion. If an injury looks serious, you must call Security so they can fill 

out paperwork.  If you give any supplies from the first aide kit you must let the guest use it themselves. (i.e. 

put on their own band aide) This protects us since we are do not officially have first aide training. 

All other issues that arise call or radio your supervisors. 



For personal belongings in the Lorikeet hut, such as backpacks, please remember that this is a shared 

space. Although the public does not have direct access to the hut, do not leave valuables inside. It looks 

unprofessional when personal items are left out in view of the public, so if you must store any personal 

items in the hut, keep it out of sight. You should be leaving these important items in the Clubhouse right 

across from Lorikeet Landing.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
CONTACT YARD PROTOCOL 

Your responsibility while you are scheduled to be in Children’s Zoo (noted as “CZ Yard” on the schedule) is 

to be the adult overseer of the Contact Yard. 

During times when the Teen TRIBE is at the Zoo (the summer months and on weekends), you will have 

their help in the contact yard. The Teen TRIBE is not permitted to be unattended by an adult in the contact 

yard or nearby, so it is essential that you are timely and aware of shift changes so the yard is never 

unattended. You are not permitted to leave for your next shift until the next shift staff member has arrived 

to relieve you. The contact yard adult will have a radio on them in case of emergency and to stay connected 

with the supervisors and keepers. Remember during shift changes to pass the radio along with the contact 

yard key to the next staff member. 

Opening the contact yard each morning will consist of: 

- Obtaining the radio and contact yard key from the Clubhouse. 

- Unlocking the contact yard. 

- Checking levels of soap in handwashing station dispensers. 

- Gathering at least two brooms, two dustpans, and a garbage bag from the hay room in 

Red Barn. 

- Bringing the bucket of brushes into the contact yard. 

During your time in the contact yard, you must sweep as frequently as needed. Put all waste in the garbage 

bag, and keep that bag on the other side of the fence behind the sign for the contact yard (away from the 

public), or the goats will chew it. Keep the brush bucket out and accessible for guests to use as they enter 

the yard.  

As guests are arriving, remind them that if they have food, they need to feed the goats from the 

outside of the contact yard over the fence. Explain to them that if they bring the food inside, the goats 

get excited and will jump on them, which presents a safety issue. Let them know that though they are not 

permitted to feed inside the yard, they are welcome to feed from over the fence and then enter the contact 

yard afterward. 

Remember to clicker count as each visitor enters the yard. Offer the visitors brushes to use on the goats. As 

the guests are entering the yard, be mindful of where the goats are as you are opening the gates. It is a good 

idea to only open one gate at a time; wait for the goats to move out of the way of the door before having the 

guests enter. If you do get an “escapee,” do not panic. This is normal, and this is why there are two gates to 

pass through to get in and out of the contact yard. Make sure that the gate at the other end is closed and 

usher the goat back into the contact yard. Stay calm and be clear with the guests when asking them to keep 

the gates closed or to wait to enter the yard. 

Pick up trash around the contact yard and remind people not to bring in outside food or drink. Goats will 

eat anything - human food and human clothes are no exception! Please let guests know this. As the visitors 

are leaving, you can instruct them to a handwashing station. 



If you are in the contact yard and there are enough Teen TRIBE members to operate the yard without your 

physical presence in the yard, you are permitted to make your time scheduled in the Children’s Zoo nearby 

with an animal. You must stand in eyesight of the contact yard, so please remain in front of red barn. 

Remember – you are the adult go-to. This means that the teens or other volunteers in the yard must be able 

to easily access you and ask for your help if needed. If you decide to get an animal out, make sure that your 

cooler or crate is nearby so you can put your animal away and assist in the yard as needed.  

If you are the last contact yard shift of the day, you will need to do the following: 

- Bring brush bucket inside Red Barn and put in Hay Room. 

- Take bag of waste to the dumpster on the service road before Blakely’s Barn. 

- Clean out brooms and dustpans with Kennel-Sol in the downstairs utility sink inside 

Red Barn and bring the brooms and dustpans back to the Hay Room. 

- Do a final check of the yard, making sure all trash and brushes are picked up. 

Remember to check inside the goat barn to see if anyone left trash or brushes in there. 

- Lock the goat yard. 

- Check the levels of soap in the dispensers by the handwashing stations. 

- Enter your attendance numbers for the day in VIP. 

- Bring radio and goat yard key back to the Clubhouse. 

If you have any problems with the animals in the contact yard, contact the Children’s Zoo keepers on 

Channel 1. Identify who you are, where you are, and that you need their assistance.  

If you have any issues with the Teen TRIBE, you can reach their supervisor on Channel 2. 

If you have other issues that arise, you can call or radio your supervisor on Channel 2. 



 
GALAPAGOS TORTOISE ENCOUNTER 

For this interactive encounter, guests are able to walk through the Galapagos Tortoise exhibit located 
between Monkey Island and the Reptile House. This exhibit opened in the spring of 2012, and as it is a new 
exhibit, visitors are very excited to get to interact with these tortoises.  
 
Throughout the day at any given time, a visitor is able to walk through the exhibit and interact with the 
tortoises. They are to stay on the cement path, and they are welcome to touch the tortoises that are 
nearby on the path on their shells only. Many times, visitors will try to touch the animals on their heads, 
will try to feed them bits of leaves they find on the ground, or will stick their fingers in the tortoises’ 
mouths. Tortoise bites, contrary to what you may think, actually hurt a lot! We don’t want anyone to risk 
this injury, and we need to make sure that everyone in the tortoise yard, including volunteers and teens, 
are abiding to this rule of proper handling: just touching the tortoises on their backs. (Remember, for small 
children, fingers look a lot like carrots, and we don’t want their fingers going towards a tortoise’s mouth.) 
 
The tortoises are drawn to bright colors, and may try to bite at people’s shoes or painted toenails. This is a 
great time to explain that their diet consists of green vegetation as well as berries and bright fruits, and 
kindly redirect the tortoise from biting at the guest. We do want to make sure that everyone is getting a 
chance to touch a tortoise, but the important thing is guest safety.  
 
There are seven Galapagos tortoises in this yard, and they are all brothers and sisters. There are ways that 
the keepers can tell the tortoises apart, and yes, they do all have names, but there is not an easy way for us 
to tell them apart. (They are all named after Darwin in some capacity.) 
 
The Galapagos tortoises, just like all other animals, have appropriate temperature ranges. The backs of 
their shells need to read on the temperature gun between 70˚F and 100˚F. There will be water squirt 
bottles to spray them off if they reach 100˚F, or you can place them in the pool to help them cool. As they 
are getting older, there is less of a need for us to regulate their temperature for them as they are learning 
where in their exhibit they can go to cool off. 
 
The tortoises will have access to their indoor holding area throughout the day (the door will be propped 
open by a rock). This is especially helpful when it is very hot outside, as their holding area provides a great 
area for them to cool down in. The tortoises are free to go in and out of their holding area as they please.  
 
During the “encounter” times, keepers will bring out a bucket of food for the tortoises. The encounter time 
is a time where we guarantee the public a chance to touch a tortoise. You can spread the food out alongside 
the path to draw the tortoises close so the guests are able to get a closer look. If a tortoise starts to walk off 
the path and out of the exhibit, you are able to pick up the tortoises, but please only do so if you need to 
keep them inside the exhibit. (They won’t be this small forever, and in 50 years they won’t be quite as easy 
to move!) If a visitor wants to touch a tortoise and one is not nearby, please do not pick up a tortoise and 
bring it over to the guest to touch. You can explain that these animals are free to roam about the exhibit as 
they like, and that if they come back later in the day during an encounter, the tortoises will be more likely 
to be close and able to be touched. At the end of the day, you will need to pick up the tortoises (hamburger 
style, keeping the backs of their shells against your stomach) and place them in their holding area. Please 
remember to prop the door open so that it does not lock behind you. 
 
There is a waterfall in the exhibit, and (as we are the greenest zoo in America) we don’t want it running all 
day. When the water becomes noticeably warm and is no longer a place to cool off, please run the waterfall 
for a few minutes to flush out the hot water and allow cooler water to fill the pool. During a designated 
tortoise encounter time, the waterfall can be on and running the entire time. The spigot for this waterfall is 
behind the tortoise holding area attached to the reptile house.  
 



When staffing the tortoise encounter for the day, please follow these steps: 
 

- Bring the Galapagos radio and microphone from Clubhouse to exhibit. 

- Use your 1KA1 key to take the locks off of the outer gates and bring to the tortoise 

holding area. 

- Open the umbrella outside of the exhibit. 

- Clean up any tortoise waste around the yard throughout your shift. 

- Talk on the microphone about the tortoises and expectations for entering yard. 

- Keep the sizes of groups manageable for the space inside the yard and pulse visitors 

through appropriately. 

- Close gates at the end of the day, locking outer gates with the padlocks. 

- Pull umbrella down and let night watch know you put the tortoises away in the back 

holding area (radio on Ch. 1) 

 

If you have any issues throughout the day pertaining to tortoise health or exhibit problems, please call 

Reptile House on Channel 1. 

If you have any issues with Teen TRIBE members during an encounter, please contact their supervisor on 

Channel 2. 

If you have any issues with guests, general exhibit questions, or operational issues, please contact one of 

your supervisors on Channel 2.  



-  
 

GIRAFFE RIDGE FEEDINGS 

Giraffe feedings may be one of your responsibilities in RAE. During a giraffe feeding, there are a lot of 

people and a lot of excitement on the giraffe deck, so it is extremely important to adhere to protocol to keep 

everything running smoothly.  

During the giraffe feeding, crackers cost $1 for everyone, including members. There are a few giraffe 

feeding rules that visitors will need to adhere to, and you may frequently need to remind the guests of what 

to expect and what is expected of them. 

These guidelines include: 

- No touching or petting the giraffe. (This includes staff, even if you insist that they 

don’t mind being touched a specific way. Even their keepers do not try to touch them.) 

The reason for this is that they simply do not like to be touched on their faces – they 

are no different than any other animal we work with! This is out of respect to the 

giraffe, and we want to make them as comfortable as possible during the feedings. In 

order for them to keep returning to the feedings, we need to keep our cracker-less 

hands to ourselves. No exceptions! 

- No leaning against the railings, even for pictures. (This includes staff, too!) Giraffe 

are tall, bony animals that have strong necks and large heads. They may quickly move 

their head from one side to another if something startles them, and we do not want 

anyone in the way of them. Make sure that you and our guests to the feedings stay at 

least two feet back from the railing. (They can reach to get the crackers, so the 

distance does not matter.) Again, no exceptions! Please remind guests of this as they 

are in the feeding corral.  

- Keep crackers in one piece. It’s as simple as this – the giraffe are very large animals 

so they like large pieces of cracker. Each guest gets the same opportunity to feed the 

giraffe one time for each dollar they spend. If one guest is breaking up their cracker 

into 10 pieces, that is 10 times they are “feeding” the giraffe. Other than probably 

annoying the giraffe for eating tiny pieces of cracker, it is not fair to the rest of the 

visitors in line. If a guest breaks a cracker, kindly offer to switch them out for a whole 

one, reminding them of the rule. 

- Having cameras on and ready to use when entering the corral. Sometimes camera 

batteries are fickle, settings are difficult, and just finding the thing is time-consuming. 

Make it easier on guests and recommend that they have their cameras ready to use so 

they do not miss the moment. Adults are usually annoyed when their child misses the 

moment of their child feeding the giraffe, and since it happens in less than a second, 

make sure they are prepared. 

- Strollers and wagons are not permitted in the feeding corral. It is a narrow area 

that we have to feed the giraffe, and these can easily clog the area. Sometimes, the 

giraffe are also a bit skittish when these are brought through. 



- Do not overfeed the giraffe. Each giraffe has a bucket with a specific amount of 

crackers that they are allotted for the day. This means that once that bucket is gone, 

the giraffe do not get any more! To keep the distribution well-rounded, try to evenly 

distribute crackers by alternating guests from one giraffe to the next. 

There will always be a person scheduled to be the money collector, and there will be a person designated to 

be on the microphone. This is subject to change based on the attendance or special circumstances, but you 

will be instructed of these changes as the need arises. 

If you are scheduled to be the microphone person at Giraffe Ridge, your responsibilities are to make sure 

that guests are informed of the rules before they approach the giraffe as well as offering giraffe facts. The 

microphone can be heard from areas other than Giraffe Ridge, so it is also a great way to draw more guests 

into the feeding. Be professional and keep our “rules” positive! This means that instead of saying, “keep 

your crackers in one piece so we are not waiting for you to feed miniature pieces of cracker to all three of 

our giraffe,” say, “please keep your crackers in one big piece – they are big animals that prefer big pieces of 

crackers!” Remember, the microphone and extra batteries are stored in the Clubhouse. Please return the 

microphone promptly after each feeding. 

We have the authority to distribute crackers to the giraffe as we see fit. Each giraffe has a specific number 

of crackers that they are allowed to eat each day without getting sick to their stomachs, so be clear and 

direct when instructing which giraffe a group of “feeders” should feed.  

If the giraffe walk away during a feeding, that’s ok! We are not going to force them to be a part of the 

feeding. It is their free will whether or not they would like to stay up and be feed by the public. However, if 

you are trying to call the giraffe over to you at the start of the feeding, you can call their names (just a few 

times will work – do not yell for them repeatedly) and shake the bucket of crackers a couple of times. This 

typically gets their attention and they will come right up to the railing once they know it is feeding time. 
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