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COMPLAINTS PROCEDURES

COMPLAINTS RECEIVED EITHER IN PERSON OR BY TELEPHONE

Ask the client their name, address, telephone number and the funeral details that the complaint relates to. Ascertain a convenient time

to contact them back. Record the nature of the complaint. Listen to the complaint sensitively, without voicing an opinion. Always remain

neutral. It is important to apologise because our service has failed to meet our client’s expectations.

Tell our client the name of the Director who their complaint will be escalated to and reassure them that they will be contacted no later

than the end of the next working day. The client can either report the issue in detail at that time, or they can discuss it with the Director

when they contact them. Allow the client to decide.

After our client has left the funeral home/ finished the telephone call, the complaint must be reported immediately to a director.

Record that a complaint has been received on the front of the funeral arrangement form. Make a note of the date and time, the person

reporting the complaint and the nature of their issues (if known).

Complete a complaint checklist and email to a director.

COMPLAINTS RECEIVED IN THE BRANCH BY LETTER OR EMAIL

When a complaint is received by letter, a complaint checklist must be completed and forwarded to a director.

A complaint received by email should be printed off and a copy filed with the funeral arrangement form. A complaint checklist must be

completed and forwarded to the director. Copies of the email must be attached to the complaint checklists.

The original complaint letter or a printed copy of the complaint email along with the completed complaint checklist must be attached to

the funeral arrangement form.

COMPLAINTS RECEIVED DURING THE FUNERAL

Issues may arise during the funeral; it is important to resolve them quickly and effectively. Shortfalls in service should be overcome at the

time. Prompt action will help reduce the severity of any complaint.

The person conducting the funeral must decide what action can be taken immediately to resolve the issue. The details of any action

taken should be recorded on the conductor’s report. Compensation or account deductions can only be authorised by the director.

It is important that we apologise, because our service has failed to meet our client’s expectations.

Tell our client the name of the director who their complaint will be escalated to and reassure them that they will be contacted no later

than the end of the next working day.

Whenever there is an issue or problem during a funeral, a conductor’s report must be completed by the person who directed the funeral.

The report must be completed whenever a client complains or when the funeral director feels that an incident or issue may cause any

concern to the client.

When a conductor’s report has been completed, it must be given to the director immediately, in person when possible, or the issues

reported by telephone and a copy of the report forwarded to the director.

Incidents/issues may arise during funerals that are not complaints but still need to be investigated. These incidents must be recorded on

a conductor’s report so that they can be matched to the returned, corresponding client questionnaire. If a report is not completed it will

appear that the funeral was carried out as arranged and to the client’s complete satisfaction.

All original conductors’ reports must be filed together in date order. Copies of original conductor’s reports must be attached to funeral

arrangement forms.
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CLIENT RESOLUTION PROCEDURES
COMPLAINT ESCALATION ROUTE TIMETABLE

Within 2 working days

Director (complaint owner) that he /she is required to initiate a full investigation

Within 5 working days

Director to send a complaint acknowledgement letter to the client

+ 10 Working days

If the complaint remains unresolved; Director (complaint owner) reminded that action is urgently required and record replies on the

complaint checklist

+ 15 Working days

If the complaint remains unresolved the director will aim to update the client and advise timescales to seek a resolution

+ 20 Working days

Director must note the complaint as unresolved and overdue

During periods of sickness/annual leave etc, complaint files must be passed to a different director to action, ensuring consistency and

adherence to the agreed timescales.

On the occasion when it is not possible to resolve a complaint within the agreed timescales, each update will be assessed by the director

and communicated to the client.
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