Mission Statement

St. Francis House is established in the spirit of St. Francis of Assisi to be a presence in Seattle to serve those in need and to inspire simplicity and charity in its volunteers and those they serve.

All Volunteers

· Check in with the Director when you arrive.

· Leave personal belongings in the file cabinet outside of volunteer restroom.
· Wear a name tag and a mask.  Wash hands frequently and use hand-sanitizer.
· If you will be present at the time we open (10:00 a.m.), please arrive by 9:45 if possible, as we gather for prayer before we open our doors to clients. Otherwise, please arrive 15 minutes before your shift to assess needs and ease transition
· Our wonderful volunteers – St. Francis House depends on you! If you are not able to make your shift, please email Laura at laura@stfrancishouseseattle.org or call 206-268-0784  and leave a message, or mark the calendar in the volunteer break room if you know in advance of your absence. 
· Volunteers are ineligible to receive clothing or household items on the day they volunteer. They may come on another day and sign in as a client.

· If a client requests additional items, not noted at the time of the intake interview, please refer them back to In-Take or ask the Director rather than simply deny the request.
· Be flexible but firm according to our supply and the client’s need.
· REMEMBER WHY YOU’RE HERE!  A kind word, a welcoming smile, an attentive listener – these are gifts we give our clients and are just as important as the material assistance we provide at St. Francis House. 
In-Take
The in-take role is one of the most important at St. Francis House.  It is one of the encounters of welcome to our clients.  It is also in-take who provides the shopping room volunteers and the Director with important information.  Screening is essential before clients are served.

· If possible, before your shift, assess supplies to see what we have and what we are lacking.  
· Greet clients and ask them for ID.  We accept picture ID, i.e., Downtown Emergency Service Center, Casa Latina, and any state or any country ID.  If a client presents no identification, they are still eligible to shop for clothing, but only after approval by the Director.
· Not all clients speak English.  We serve them with respect and elicit as much information as we can.  It is their responsibility to let us know what they need, but they can do that with a list translated into English, pictures, sign language, or gestures.  
· PLEASE familiarize yourself with the database software as well.
It will notify you if a client is too early or banned, or if they qualify for a backpack or sleeping bag.  Clients are allowed to shop for clothing every 25 days, and qualify for a backpack every 3 months and a sleeping bag every 6 months.  They qualify for a Goodwill gift card (to be used if they need furniture) every 3 months as well as other forms of gift cards (gas, grocery, etc.)  Financial assistance is considered every 6 months and bus passes can be given out monthly.  Orca card funding occurs every 3 months.
· When entering new clients into the database, please include all of the requested information if possible.
· When a parent is a new client, they are permitted to shop for themselves and their children the first time they come in.  After that (and after 25 days), they can shop ONLY for EITHER her/himself OR her/his children.  IT IS IMPORTANT FOR IN-TAKE TO EXPLAIN THIS POLICY WHEN REGISTERING NEW CLIENTS.

· Client household item requests must be specific (type of small appliance, pan vs. pot, blanket vs. comforter, etc.).
· If a client requests help with rent, please explain that our budget constraints don’t allow that type of assistance, and refer them to their St. Vincent De Paul chapter and/or the community information phone number, 211.
· If a client needs a new photo id, please refer them to Solanus Casey at St. James Cathedral.
· Exceptions will be made only by the Director.

· Layettes are provided upon presentation of a newborn bracelet within 30 days of birth.  On occasion, a mother can obtain a layette before the birth of her baby, but only on approval of the Director.  Enter the layette on the parent’s client history but include the baby’s name and birthdate.

· At the end of the day, reconcile clients’ shopping slips by checking them out in the database and recording what they actually received.
· If you encounter a difficult client or do not feel comfortable handling any situation, get the Director.  If a client is banned, they may not shop and should be escorted to the exit by Security and/or the Director.
Women’s Room Attendants
· Greet the client and introduce yourself.

· Inform the client she may have only two pairs of socks, two pairs of underwear, two bras, two pairs of shoes, and only one pair of jeans, one pair of boots, and one coat.  Women may take more of the surplus items like sweaters and blouses.  Please use your judgment depending on the individual situation.  Sometimes a situation calls for you to give a little more.  99% of the clothing we receive is donated and is donated to be given away. 20 items in total is the limit.  
· If possible, have clients try on coats, shoes, and slacks to assure a good fit.  If the client has a warm jacket or coat on, explain to the client that we need to save the coat or jacket requested for someone without one.

· When a client is finished, please check and count her items and write the number of items on the slip.  SPECIFICALLY RECORD all jackets.  If a client takes nothing, enter a “0” on the slip. 

· Help bag items and escort the client to the shopping lobby exit and give her shopping slip to in-take to reconcile/check-out. 

· Do not leave the clothing room unattended.  
· If there are special needs, ask the Director.

· If a client is requesting items not noted by in-take, have the client return to the in-take desk to check the client’s history or get the Director.

· When there is time, please restock shelves, bins, and racks with clothing.  Purge inappropriate and soiled clothing.  Please tidy up the room for the next day and assure there are shopping bags available.  Have fun with merchandising displays!
· If you encounter difficult client behavior and do not feel comfortable handling the situation yourself, get Security and/or the Director.

· You do not need to solve all problems.  If you cannot find something or have a question, ask the Director.

Men’s Room Attendants
· Greet the client and introduce yourself.

· Remind the client kindly that he may have only one of every item. Unfortunately, with the exception of tee shirts, this rule is without exception for the men’s room because men’s items are more limited in number.

· Note on the slip the number of items they receive.  SPECIFICALLY RECORD all jackets, shoes, and suits.  Please show the client to the shopping lobby exit and give their slip to in-take for check-out.  If a client takes nothing, enter a “0” on the slip.

· Do not leave the room unattended.  
· If a client is requesting items not noted by in-take, have the client return to the in-take desk to check the client’s history or get the Director.
· Check with the Director when clients request heavy jackets in summer.

· If a client is wearing a decent jacket, ask him why he needs another.  If he is upgrading, ask him for his old jacket to be given to another client.

· When there is time, tidy up and please restock bins, shelves, and racks.  Purge inappropriate and soiled clothing.  Have fun with merchandising displays!
· If you encounter difficult client behavior and do not feel comfortable handling the situation yourself, get Security and/or the Director.
Children’s Room Attendants
· Greet the client and introduce yourself.

· A parent should be shopping for the ages of the children indicated on the slip. Ask the client for the ages and genders of the children for whom the parent is shopping if in-take has not indicated those.  Then, note the ages and genders on the slip.

· Inform the parent she or he may have one of EVERY SCARCE item per child.  For example, jeans, coats, and fancy dresses or matching outfits.  Again, this all depends on supply.  Each situation has its own set of circumstances.  That is why engaging in conversation gives you a better idea of client needs. 20 items maximum per child.  
· Check and count items, help bag and escort the parent to the shopping lobby.  Note on the client slip how many items each child received and give to in-take for check out process.
· Purge inappropriate and soiled clothing.
· When special needs occur, ask the Director. 
· When not busy, please restock bins, shelves and racks and tidy up room.  Have fun with merchandising displays!
· If you encounter difficult client behavior and do not feel comfortable handling the situation yourself, get Security and/or the Director.
Household Items Room  
· Before you begin your shift assess the room and warehouse to see what items are in stock.  This will save you and the client time.

· If you have any questions about items requested, ask the client for clarification.  
· Please keep the type and quantity of items as consistent as possible with those outlined on the client’s shopping slip.  Please explain to the client additional items can be requested at their next shopping opportunity.  If there are problems, contact Security and/or the Director.

· When you are not busy, please refill bins and shelves, and tidy up room.  Have fun with merchandising displays!
· Feel free to ask the Director when you cannot find an item.

· One new pot/pan per client.  We purchase these and need to maintain supply.
Hospitality Volunteers

Morning shift:

· Please make sure counters are cleaned and wiped down before you set up.  Safety and cleanliness is the focus.  Please wipe down tables periodically as needed.
· Turn on the coffee maker and make three pots of coffee.
· Put together individual plates of pastries, replenish napkins, sugar, creamer, cups, etc.
· Greet clients with a smile and ask them what they would like.

· Coffee is unlimited.  We distribute sandwiches and other items based on supply.  Use your best judgment.
· If you encounter difficult client behavior and do not feel comfortable handling the situation yourself, get Security and/or the Director.

· The afternoon shift is responsible for clean up at the end of the day.  Do not make new pots of coffee after 1:15 p.m.
· At 1:50 start cleaning up.  Wipe down the counter and put away all supplies and organize for the next day.  Run dishwasher.
· Write down any notes regarding supplies to order, etc. on white board in break room.  
Sorters

· The role of the sorter is significant.  Without the sorters, clothing and other goods needed by our clients would not get to the front.

· Throw away clothing that is torn, extremely soiled, or smells.  Clothing that needs washing can go to the utility room.

· People have their own individual ways of sorting.  All of it has value here at St. Francis House.  If you have a helpful strategy for sorting please discuss it with the Director.
· Listen for the doorbell and greet donors as soon as possible.  Please ask donors if they are on our mailing list.  If they are not, record their name, address, and email address.  Keep donation doors otherwise closed.
· You are an ambassador for St. Francis House as you greet donors.  Tell them what we need at Francis House and how they can help.

· Please address any questions or concerns about your sorting job to the Director.

· Don’t be afraid to donate unnecessary items to Goodwill as they PAY us in Goodwill gift cards that we can pass on to our clients for furniture and other items we don’t offer. 

Challenging Client Behavior: What do I do?

“Make me an instrument of your peace…”

This first line of the Prayer of St. Francis is the guiding value of our ministry here at St. Francis House.  Somehow, in the midst of suffering, frustration, and need, we are called to be a peaceful and respectful presence of God’s love.  This is not always easy, especially when someone we are trying to help is being unpleasant and disrespectful to us.

We all react differently to different situations, conversations, and people. What might push your “hot button” might not affect me in the same way.  Always get Security and/or the Director when you are unsure of how to respond to a volatile client.  Or, if needed, get advice from fellow volunteers.
If there is a situation with a client which makes you feel uncomfortable and you are not sure how to handle it, casually excuse yourself from the room and get Security and/or the Director.  There is no reason for you to feel like you must handle anything on your own.

If a client brings a weapon into the lobby, displays a weapon, or claims to have a weapon or a client threatens any person, immediately get Security and call 911.  
Do not try to break up any fights or verbal disagreements.  Get Security and the Director.  
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