Saturday Volunteers

Thank you for your help: without it the Saturday open days could not be run.
Visitors can attend without an appointment any time between 1000–1500 Monday to Thursdays (except on public holidays) and on the first Saturday of each month between  1000-1200.
The scheme is open to anyone.  However, it is important that we do not encourage dealers.

If someone is on benefits, or if payment is being made by a referral agent, they get the furniture at a lower price. If a person is not on benefits then we should aim at getting a reasonable price for the furniture and bric-a-brac we sell. This is our opportunity to generate funds to keep the Scheme going.
We must, however, be careful not to put people off.   We are keen to increase the circulation of furniture in and out of the warehouses.    We cannot afford to have furniture displayed for too long.

As we are open to the public we must adhere to the stringent rules of health and safety.

Before opening to the public we must make sure that the exit signs and no smoking signs are visible; that the fire extinguishers are accessible.   The lights should be switched on, access to the toilets cleared. Viewing areas should be accessible to all, including a person in a wheel-chair. If not, furniture must be cleared to ensure wheelchair access.

In case of fire, the meeting point by the gates should be generally known to all those working.
Before members of the public come in, all workers must make sure two outside doors can be easily opened. Check the push bars. If they are jamming then prop the doors open so that people can exit the building without difficulty 

There should always be a person attending in each of the warehouses and the office. One person is each warehouse should be nominated to price the furniture. Other workers must always refer to them to avoid bartering. 

However, anyone on benefits should be dealt with by the person in charge as their situations can vary.

On arrival all visitors must be shown to the office.

Their names must be logged in and out - in case of fire.  This also provides a record of the number of people attending on the day.

The customer should be discreetly asked if they are on benefits or whether they have a referral letter.  In both cases they qualify for lower charges.   If not, they must pay the full price.   

The customer is given labels and a pen.  S/he is invited to look around.  Any items labelled with a name have been chosen and are no longer available for sale.  Those items chosen by the customer have to be labelled by writing their full name.  We do not encourage people to come with more than one adult.  This is to avoid people coming in with the intention of de-labelling furniture.  We have had people coming in large groups with the intention of distracting the warehouse worker so that one of the group removes existing labels and replaces them with their own labels. 

The person in the warehouse should, where possible, offer to help the customer.  Remind them to make sure that the chosen item fits the space they intend to put it in. If it is a big item, then ask about access.  

Should the customer require a tape measure, one is kept in the office.

Selling things is an art.   Listen, give your opinion when asked, and give people space to think, view and make up their minds.

To avoid entering into a bartering situation, make sure you remember to refer matters about pricing to the nominated person in your warehouse. If you are in charge, remember to give clear guidance as to the prices of things. 

Once customers have finished choosing their furniture, the warehouse assistant should go round with a pad writing down the items selected, the prices, the names of the customers,  their telephone numbers/addresses, and methods of payment and delivery.  If there is someone in the office it may be best to send the customer with the list of items selected to the office where these details are registered in a database and delivery dates decided.


All labelled items should be recorded even if the person intends to return another day.  If we do not do this, people fail to return and we are left with labelled items for several days.   As our warehouse space is limited, we must avoid storing furniture for people.

A note with name, delivery address, cost of delivery, items purchased and date of delivery will be issued to each customer.  The consequences of not being at home when a delivery is made will be specified. Should re-delivery be an option the cost implications will be made clear.

Where items are paid for in cash, a receipt must be given and a copy kept for our files. All cheques must be accompanied by a bank card and should be cleared before delivery takes place.  If items are being delivered, payment must happen on delivery of the items.  Receipts are issued for cash sales only and the numbers recorded in the book-copy of the delivery note.  If the sale is on credit then the agency to be invoiced is also recorded on the book copy of the delivery note.

Before the customer leaves, ask them if they would consider filling in a form. Apologise about the intrusion and explain that it is anonymous and an essential part of our monitoring system - something that is required by funders.

Delivery notes are made out and items checked and located in the warehouse. All items tagged with a stick-on label are taken to the delivery warehouse; those with the same name are stacked together ready for delivery.

Planning then takes place with regard to delivery days and time. Usually, estimated times are indicated to visitors before they leave the premises and a form with items and time of delivery given.  It is important to ensure that visitors’ contact telephone numbers are available in case of time and delivery changes.

After a visitor has selected the items required, a list of their choice is written on the back of the referral letter for ease of reference.  If cash has been paid, receipt numbers are also recorded.

SELF-REFERRED CLIENTS.
These customers should be referred to the person in charge

People who come to the Scheme with proof of benefits can purchase furniture at the lower price usually reserved to people referred to us. 
 

However, to stop abuse and possible trading, we reserve the right to refuse the sale of items if they exceed the amount normally required for a household of a size likely for the particular customer.

 

The customer will be allowed to purchase furniture at the lower price up to £200 in every twelve-month period – except under special circumstances.  Once the £200 ceiling has been met, further items can be purchased at the full price as long as there is no abuse of the system.  

 

 A record will be kept in our files of the cost, detail and date of purchase.

 

The person in charge can review the situation under special circumstances.

 

Person in charge. Use your discretion.  Below are examples of circumstances which might lead you to break our normal rules.

By special circumstances we mean: 

fire or flood,  

the birth of a child

hospital discharge

a breakdown

a violent attack

Record sheet: for self referred people paying at the lower rate

Name of customer:






Customer address

Telephone

	Date of purchase
	Items purchased
	Cost
	Balance

£200

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


Deliveries

Often people come in on a Saturday to deliver furniture they no longer want.

If anyone approaches you please consult the person in charge to check that the item has got the fire labels on it and that it is something that our customers want and will choose.

If the items are accepted you must list them and ask the donor for his/her name and address. We need to log everything that comes in and goes out of the Scheme.

At the end of the session we must check: 

· All the delivery notes have been completed, printed out and put in the rack correctly.

· Money has been collected and taken off the premises

· Toilets are empty and flushed.

· All lights are switched off 

· All doors are locked. 

· The computer is switched off.

