CODE OF PRACTICE

This Code of Practice sets out the high level of service that clients may
expect in their dealings with a Member of the National Association of Funeral
Directors.

Members of the Association, by virtue of their Membership, are bound by the
terms of this Code of Practice, which gives effect to the Code of Practice
Principles set out in the Appendix.

1. GENERAL
The Funeral Director:

1)  shall act in a courteous, sensitive, dignified and professional manner
and must not pressurise or exploit clients in the difficult circumstances
following a bereavement.

2) shall at all times offer the best advice and provide the best possible
service commensurate with the charges made.

3)  shall respect the confidential nature of the information given to them
and only use that information for its proper purposes.

2, MARKETING AND ADVERTISING

The Funeral Director shall ensure that any marketing or advertising which
they undertake does not bring the Association or the funeral profession into
disrepute and that such advertising:

1) is always in good taste.

2) is legal, decent, honest and truthful and complies with all
requirements of the British Code of Advertising Practice and all
other relevant legislation and Codes of Practice.

3) includes only third party endorsements or sponsorship which have
been specifically approved by that third party.

3. DEALINGS WITH CLIENTS
The Funeral Director:

1)  shall explain to the client the type of funerals available, the nature of the
various services provided and their costs, and shall provide clients with
full and detailed information about their services.

2)  shall have available and on public display in the premises price lists and
information about the services available.

3)  when visiting a client's home to make funeral arrangements, shall take
details of current price lists and information about services available
and make them available to the client.

4)  shall use best endeavours to ensure that the client understands the
range of services offered, the prices and also any known
disbursements, these being the fees to be paid out on behalf of the
client to Doctors, Ministers, Cemetery or Crematorium Authorities and
other third parties involved.

5) shall inform the client in writing, either at the time of making the
arrangements or with the estimate, of the terms and conditions on
which services will be provided.

6) shall give guidance on any action to be taken by the client with regard
to Certification and Registration of the death, the availability of relevant
Government benefits and the general requirements of Insurance
Companies and such like.

7)  shall have available The Simple Funeral Service, as defined within this
Code.

4. PRICE INFORMATION

1)  The Funeral Director shall have available and on display a price list or
lists showing:

a) a brief description of The Simple Funeral Service..

b) itemised charges for the constituent parts of the Funeral Director’s
services (other than for The Simple Funeral Service),

ie Professional Services; Removal Charge; Coffin or Casket;
Embalming; Vehicle Charges and all other services available.

c)  descriptions of other types of funerals available.

2)  The Funeral Director shall make copies of the price lists available to be
taken away by clients or prospective clients. The price lists shall be
shown to any person authorised to monitor compliance with this Code.

3)  The Funeral Director shall ensure that all literature detailing coffins
and/or caskets available shall include prices, and that coffins or caskets
displayed on the premises are accompanied by the price.

5. ESTIMATES AND CONFIRMATIONS
1)  The Funeral Director:

(@) shall in all cases provide a written confirmation of the funeral
arrangements and a written itemised estimate of all funeral charges
consistent with the price list, and all disbursements known at the time of
making the arrangements.

(b)  shall obtain a written acceptance from the client of the estimate and the
proposed funeral arrangements which will complete the contractual
arrangements for the funeral.

2)  In circumstances where disbursements may not be known in advance
of the funeral, the Funeral Director shall give a best estimate of such
disbursements on the written estimate. The actual amount of such
disbursements shall be detailed and shown in the final account.

3) If the client amends the instructions, the Funeral Director shall
endeavour to inform the client of any possible changes to the original
estimate and obtain written consent to any variation from the initial
agreement.

6. FINAL ACCOUNTS

The Funeral Director shall provide the client with a detailed itemised final
account. The account may be less detailed if reference is made to a written
itemised estimate provided the charges levied by the Funeral Director and the
disbursements have been separately identified.

7. PUBLICITY

1)  Members shall display, so as to be clearly visible to the public from the
outside of the premises, the logos of the National Association of
Funeral Directors and the Funeral Arbitration Scheme.

2)  Members shall prominently display in a public area of their premises the
Code of Practice Principles.

8. MONITORING

The Association will monitor the performance of Members and their
compliance with the obligations of this Code of Practice through education,
inspection, independent conciliation and arbitration. The Association will
publish annually a Report on Members’ compliance with this Code of
Practice, and this Report will also include the Annual Report of the
Independent Chairman of the Disciplinary Committee on the working of this
Code of Practice.

9. PROFESSIONAL CONDUCT

1) The choice of Funeral Director to carry out a funeral should always be
the prerogative of the family concerned. When two Funeral Directors
are called at the same time to attend a bereavement, both shall show a
willingness to withdraw leaving the choice with the family. When a
Funeral Director is called to remove a deceased in the event of a
sudden or accidental death, or in other circumstances, by a third party,
the Funeral Director so called should, if the family so wish, resign the
arrangement of the funeral to a Funeral Director of the family’s choice.
The chosen Funeral Director should pay the other Funeral Director for
services rendered.

2)  The Funeral Director shall not solicit funeral instructions nor employ any
person to do so, nor shall they offer or give reward for recommendation.

3)  The Funeral Director shall provide employees with training and written
guidance which ensures that clients are given sufficient information to
make informed decisions about entering into funeral arrangements.

10. COMPLAINTS

1) The Funeral Director shall appoint a designated senior person to deal
with complaints from clients and have a formal written procedure for
handling such complaints.

2)  The vast majority of funerals are carried out to the satisfaction of clients.
The National Association of Funeral Directors through its Funeral
Arbitration Scheme provides a dedicated procedure for clients who feel
they have not received the service they desired. The first stage is for
the client to contact the Funeral Director to resolve the issues they have
about the service received. If the client is unable to reach a resolution
of the issues with the Funeral Director, then they should contact the
Funeral Arbitration Scheme at 618 Warwick Road, Solihull, West
Midlands B91 1AA, which provides independent conciliation and
arbitration through the Chartered Institute of Arbitrators.

3) Members are required, by virtue of the Rules of the Association, to co-
operate in the client redress procedures and to participate in the
independent conciliation and arbitration scheme. Members are bound
by an Arbitrator’'s decision, subject to the right of the Funeral Director or
the client to seek a review of the decision.
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Members also agree to abide by the decisions of the Disciplinary
Committee on any matter referred to them alleging a breach of the
Rules and Guidelines of the Association and this Code of Practice.

The Funeral Director shall have on display and make available to
clients the Funeral Arbitration Scheme leaflet which provides detailed
information to guide the client through the procedures on how to make
a complaint.

The Funeral Director, when submitting the final account, shall invite the
client to offer any comments that the client may have about the service
received. A contact name shall be provided for this purpose and to
raise any concerns about the service.

A complaint under this procedure must be made within twelve months
of the date of the funeral.

DEFINITIONS

“Funeral Director” or “Member” refers to businesses within Category a)
Membership of the National Association of Funeral Directors.

“Estimate” includes a quotation and is an offer to carry out the specified
funeral for the specified price.

“Client” includes a potential client.

The Simple Funeral Service:

a) The Funeral Director’s services;

b) Attending to the necessary arrangements;

c) Provision of the necessary staff;

d) Provision of a simple coffin suitable for cremation or
burial;

e) Transfer of the deceased from the place of death

during normal working hours (at least ten running
miles allowed);

f) Care of the deceased for up to fourteen days prior to
the funeral;
g) Provision of a hearse direct to the nearest

Crematorium or Cemetery (within ten running miles);

h) If burial is specified (where this is available locally),
this may involve an additional charge.

i) This specification does not include the following
services:-
1) Embalming
2)  Viewing of the deceased
3)  Provision of a limousine
4)  Any fees or disbursements payable

on the client’s behalf

APPENDIX

CODE OF PRACTICE PRINCIPLES

As a condition of Membership, Members of the National Association of
Funeral Directors agree to comply with the principles and details of this Code
of Practice.

1.

2.

10.

11.

12.

To observe strictly the confidence of every client at all times.
To observe at all times the basic rights of clients as consumers.

To render good service at all times and make fair charges in respect of
services rendered and for merchandise supplied.

To ensure that advertising and marketing is always in good taste. No
sensational, offensive or misleading advertising or marketing is
permitted.

To provide clients with full and fair information about services. To have
readily available price lists covering The Simple Funeral Service, and
itemised charges for all the constituent parts of the Funeral Director's
services and all types of coffins and caskets available.

To display the price lists referred to in (5) above in the public area of our
premises.

To give a written estimate of the Funeral Director's charges and
disbursements to be paid on a client's behalf, together with written
confirmation of the funeral arrangements in each and every case, as
soon as is practicable before the day of the funeral. No contractual
agreement will have been entered into until these documents have
been accepted by the client.

To provide clients with an itemised account in a form readily
comparable with the estimate.

To refrain from soliciting funeral orders, or offering, or giving any reward
for recommendation to persons or organisations such as Health Service
establishments, Nursing Homes or Coroners’ Offices, etc.

To display to the general public the logos of the National Association of
Funeral Directors and the Funeral Arbitration Scheme.

To co-operate at all times with Trading Standards Offices, Citizens
Advice Bureaux, Consumer support groups, and any other organisation
representing clients in the resolution of complaints or disputes.

To partake in, and abide by, the decision of the conciliation,
independent arbitration and Disciplinary Committee procedures of the
Association in the resolution of any complaints or disputes between
client and Funeral Director(s).

This Code of Practice and adherence hereto is monitored by the National
Association of Funeral Directors. Any correspondence should be addressed

to:-

National Association of Funeral Directors
618 Warwick Road

SOLIHULL

West Midlands  B91 1AA
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