


A Flourish Furniture Bank Showroom Host
serves as a guide and support for our
guests that are coming in to shop.

Families that are referred to Flourish are
often coming from circumstances where
they have experienced, and could still be
experiencing, a level of trauma that has
both short and sometimes long lasting
impact.

Certification allows our Showroom Hosts to
best help our guests through the
showroom, offering boundaried guidance,
and encouraging choices that are best for
the individual's circumstances vital to a
successful, dignified shopping experience.




Flourish Guests

All Flourish Guests have been referred to us by a social service
agency that we partner with. The agencies are our clients, and their
clients are our guests.

Flourish has 75 different partner agencies that provide full case
management for the families that are referred to us.

Each agency has a different demographic that it serves, including
but not limited to: community integration after incarceration,
mental illness and disability, addiction recovery, job loss, eviction
or loss of home, unsanitary living conditions, refugees, veterans,
and children aging out of foster care.

By working with these agencies, we are ensured that the guests that
we serve are receiving individualized support for their specific
needs, and will continue to receive support after their Flourish visit.

It is important to remember that each guest that
comes in is worthy of the same respect and dignity,
regardless of their reason for referral.




Walking in to Flourish can be overwhelming for any first time visitor.
Offering a warm, calm presence, no matter your role, can go a
long way in increasing your guest’'s comfort.




Understanding Trauma

Trauma is not defined by a major catastrophic or
disturbing event. In fact, trauma is not an event at
all, but how the mind and body interpret an event.

Trauma is anything that overloaded someone’s
capacity to cope at the time and continues to be
emotionally challenging.

Individuals that have gone through trauma may

have areas of their brain that have been physically
rewired and impacted.

Trauma Can Impact:

e Behavioral Control e« Memory
e Emotional Regulation e Life Skills
» Reaction Time o Ability to Trust

Attachments e Decision Making



How Trauma Can Show Up
While Shopping

Fi ht A shopper may seem overly assertive or struggle with
g relationship dynamics between volunteers, staff, and other

guests

FI i ht Someone in Flight Mode may want to rush through their
g shopping experience or appear to be in a hurry to make

decisions

F ree ze Freezing could look like a shopper having the inability or
lack of desire to make a decision for themselves

F awn A shopper who is fawning may lean heavily on their
showroom host to make decisions, or want to please them

by choosing items they think the host would like.



A shopper may seem overly assertive or struggle with relationship

F = h t dynamics between volunteers, staff, and other guests

Someone in Flight Mode may want to rush through their shopping
experience or appear to be in a hurry to make decisions

Flight

Freezing could look like a shopper having the inability or lack of

F r e e z e desire to make a decision for themselves

A shopper who is fawning may lean heavily on their showroom host to make
decisions, or want to please them by choosing items they think the host would like.

Fawn



How Trauma Can Show Up
While Shopping

One of our most important priorities at Flourish is for everyone
to walk away having had an amazing, positive experience,
volunteers, donors, and guests alike. If you cannot continue a
positive shopping experience with your guest, have them wait in a
safe place. Please see the front desk and see if there is another
Showroom Host available who could finish with the guest.
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Before the Showroom:

e Make sure you have read the
Showroom Host Manual prior

to your first shopping

experience. This, along with
our onsite certification
program, will best equip you
for the ins and outs of being

a Flourish Showroom Host.
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Before the Showroom:

e Review the current item limits
e Review the preference sheet

e Greet your guest by name

e Introduce yourself

e Orient them to the showroom
e Explain the process

e Begin shopping with your guest!
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In the Showroom

Follow the guidelines from the Showroom Host Manual.
All Current Item Limits will supersede what is written in the manual.

e Work the Showroom beginning with dishes, and move throughout the area in a clockwise motion,
going through upholstered furniture, to wood furniture, to the household essential aisles, filling out
the inventory sheet as you move along.

e As soon as you are done placing stickers on the large furniture items, place the gold picker sheet on
the bulletin board.

 Once shopping is complete, have your guest review the items they picked out that are being loaded
into their vehicle, and if everything looks good, have them sign the inventory sheet.

e Walk them to the checkout desk and assist as needed with the Guest Exit Survey.

e Upon completion of the survey, walk your guest to their vehicle and wish them well!



Helpful Tips

e Reinforce their choices
e Guide, but don't force
e Consider their perspective

e Don't take anything personally

e Because of available inventory and item limits, there may
occasionally be a disappointing choice or selection that needs
to be made by your guest. Be prepared to explain item limits
and availability of certain items based on family size. Say "no"”
gently and rarely, and thank them for understanding.




QUESTIOINS?
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