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Executive Summary 

 

While the surface of the funeral industry appears sedate, the inner workings of the industry 

has been that of a fast-paced industry for decades. For the last 30 years the same issues and 

concerns about the funeral industry have been raised, by consumers, by MP’s, by consumer 

organisations and watchdogs. Thirty years ago, the average cost of a funeral was £726 for a 

funeral involving a cremation and £895 for a funeral involving a burial. Today the average 

cost of a funeral is now over £4000.  

 

The issues surrounding the costs of funerals requires an examination of the bigger picture as 

well as focused scrutiny. The funeral industry itself has a complicated structure which is not 

readily on view. The lack of knowledge of this and the everyday workings of a funeral 

director’s business has made it exceedingly difficult for the issues that are leading to harm 

to the consumer to be effectively identified and remedied. To understand the issues around 

funeral poverty it is important to examine the events that have brought us to this point of 

families not being able to afford a funeral and bodies being left in hospital mortuaries for up 

to 14 months as a result.  

 

Other countries have similar funeral traditions and funeral industries but do not have known 

issues relating to ‘funeral poverty’ and this report examines why that is. I spent 4 weeks in 

Canada and 2 weeks in New Zealand visiting regulatory bodies, education and training 

providers, funeral businesses and non-profit organisations, and non-ministerial government 

departments. I also met with bereaved consumers to discuss their experiences of arranging 

and paying for funerals.  

  

The basis of my fellowship was to examine how a regulated and an unregulated funeral 

industry operates in other countries. Specifically, countries which do not have a recorded 

problem with ‘funeral poverty.’  

My research was separated into three principle areas: 

 

1. Regulation and Inspection  

2. Education and Training  

3. Funeral Businesses and Professional Practice 

 

In addition, my research examined the financial support and bereavement benefits that are 

available in each country to understand how these may impact the consumer.   
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Major Findings 

 

• Regulation is essential for consumer protection and maintaining a consistent 

standard throughout.  

• Additional benefits of regulation are that businesses use innovation to compete and 

not just pricing on its own.  

• Education is fundamental to ensuring people are capable of meeting standards of 

good and safe working practices. It is also beneficial to the workforce and business 

by increasing confidence and reducing stress.   

• A combination of Education, Regulation and Licensing does have an impact on 

funeral costs. Under these conditions funeral staff and businesses are more likely to 

explore what the family’s needs are as well as their financial budget. When the 

expectations of a family are not realistically achievable within their budget the 

funeral professional has the knowledge and capability to inform the family of all the 

options available to them, and offer guidance on finding suitable alternatives that 

still meet their needs.  

 

Recommendations  

 

• Independent regulation of the funeral industry is essential in the UK.  

• Legislation is necessary to ensure that consumer protection and required standards 

are continuous.  

• A licensing system would provide consumer reassurance and serve as a motivator for 

self-regulation within businesses. 

• Education and training should be a mandatory requirement to work within the 

funeral industry.  

• All deceased in the care of a funeral director should be given the respect of washing 

of the body and dressing prior to placing them into the coffin. No deceased, unless 

on the request of the family, should be placed into the coffin without any care at all.  

• It should be prohibited to prevent a family from visiting their deceased loved one in 

the funeral directors’ premises, unless there is a Health & Safety consideration such 

as a notifiable infectious disease which would prevent viewing of the deceased to 

take place.  
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Introduction 

 

My first experience of the funeral industry was at the age of 15 when I completed a work 

experience placement in my final year of school. I went on to train and work as an 

Embalmer within the funeral industry for about 10 years. I returned to the funeral industry 

in 2017 after many years working in other areas. I was quite shocked with the industry that I 

was met with, particularly around pricing practices and costs. It helped form my decision to 

leave the funeral industry and highlight the need for regulation. 

 

The funeral industry provide an essential service to bereaved families, and individuals 

working within the funeral industry are hugely appreciated by the bereaved families for the 

support and care that they work hard to provide during the most personally traumatic time 

in a person’s life. The job of a funeral worker is not easy. They deal with extreme heart 

break every day. They see things that are upsetting, unpleasant or traumatic every day. 

Most funeral staff will at some point will have gone above and beyond the call of their role 

to facilitate a family’s needs.   

 

But there is a distinctive problem with costs of funerals and the pricing practices, while 

affecting everyone, they have the most inhumane outcomes for those who cannot afford a 

funeral. 

 

From my memory when I worked within the funeral industry from leaving school, a basic 

funeral cost £895 and what was classed as a standard funeral was somewhere around 

£1400. Funerals were held usually within 5 – 7 days of someone dying. I do not recall ever 

dealing with a public health funeral, and I had never heard of a body being left in a hospital 

mortuary for months due to the family not being able to afford a funeral. I wanted to fully 

understand what has changed in the last 20 years within the funeral industry to then be able 

to highlight that and to call for much needed consumer protection.   

 

I started to look to other countries that had similar cultural values and funeral practices and 

wanted to know why they did not have recorded problems with funeral poverty.   
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Background and Context 

 

Dealing the death of someone we love is one of the most challenging life events that can 

happen to us, and while we all have a unique response to a loss, we all know just how 

painful grief is. Most of us have felt the debilitating and shockingly bewildering feeling that 

envelops us when someone we love dies, no matter how expected it might have been. Some 

of us know what it feels like be utterly horrified to watch the world going about its everyday 

business when your world has just stopped.  

 

Bereavement and grief are complex and the effect they have on us is profound and can be 

life changing. Death happens in our families when we are in the middle of dealing with life. 

The world does not stop. Everything that was happening before is still happening. Whatever 

your circumstances are at the time of someone you love dying, they are still your 

circumstances and people’s circumstances can be tough.  

 

None of us go through life contemplating dying or contemplating someone we love dying, 

until perhaps we are faced with an illness or when we are getting older and realising our 

own mortality. It is not something that we are comfortable talking about either. So, when it 

does happen, in most circumstances we are often very unprepared.  

 

 

Settings in which deaths occur 

 

In the UK there were 541,589 deaths registered in 2018.1 Most deaths occur in a hospital 

setting, figures for 2016 showed 46.9% of people died in hospital, 23.5% of people died at 

home, 21.8% of people died in a Care Home and 5.7% of people died in a Hospice.2 A small 

proportion of deaths occur outside of these settings. All deaths are described either as 

expected where the cause of death will be known, and sudden deaths (unexpected) where 

the cause of the death is not known. When the death has been expected, the Doctor that 

had treated the person during their last illness will issues a Medical Certificate of Cause of 

Death which will then be given to the family to allow them to register the death. Sudden 

deaths are reported to the Coroner and he/she will make an inquiry to establish what 

caused the person’s death.  

 

When someone dies in hospital the person’s body is taken to the hospital mortuary. Once all 

the medical administration has been completed the body can be released to a funeral 

director, a representative of the family, or to the family themselves on production of the 

Green Certificate from the Registrar. In this setting the family does have more time to select 

 
1 https://www.ons.gov.uk/peoplepopulationandcommunity/birthsdeathsandmarriages/deaths 
2 https://www.gov.uk/government/publications/end-of-life-care-profiles-february-2018-update 
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a funeral director, however, most families want their loved one collected from the hospital 

as quickly as possible.  

 

When someone dies in a Care Home the home will require that the deceased person be 

collected by a funeral director quite quickly, normally within a few hours of the death 

occurring. The care home will call the funeral director and instruct them to collect the body. 

Sometimes the family are present but often, the family are not there when the death occurs 

or when the body is collected. Some families inform the Care Home of the chosen funeral 

director, some families receive a recommendation to use a specific funeral director from a 

care home and other instances it is thought the care home will select one themselves.  

 

When a death occurs in a Hospice, the hospice will often do require that the deceased 

person is collected by the funeral director soon after the death has occurred. They will call 

the funeral director on behalf of the family.  

 

When deaths occur at Home and the death was expected the family will most likely seek the 

help of a funeral director almost immediately. In this setting a family will feel very pressured 

for time and will make the call to the Funeral Director themselves.  

 

Circumstances in which people organise a funeral 

 

A variety of factors will impact a person and their circumstances which can lead to 

additional difficulties when making funeral arrangements for a loved one.  

 

Some people experience the death of a loved one within a family unit and have other family 

members or friends for support but, some people experience that completely alone. 

Loneliness in the UK is rising and in a study by the Red Cross found that 9 million people in 

the UK are lonely, with 1.2 million older people in the UK who are chronically lonely.3 These 

groups of people are most likely to purchase pre-paid funeral plans alone and for isolated 

elderly couples they are more likely to deal with the death of a spouse and arrange the 

funeral alone.  

 

The quality of End of Life Care is variable depending on the setting, the geographical area 

and services available, meaning that some people may have supportive and compassionate 

specialist end of life care and some people may not.  Good end of life care not only 

encompasses the care of the person who is dying but also acknowledges how the delivery of 

end of life care impacts the relatives of the person and considers their needs beyond the 

time of death.  

 

 
3 https://www.campaigntoendloneliness.org/the-facts-on-loneliness/ 
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Nearly half of all deaths in the UK occur in Hospital, but the CQC reported in 2016 that 42% 

of all end of life care services in acute hospitals are inadequate or require improvements.4 

The impact on families who have had a poor experience with end of life care for a loved one 

can be significant. Then they must try to navigate an unregulated industry to buy expensive 

services and products, of which they have no experience, and doing so in such a fragile and 

vulnerable state.   

    

For people dying outside of the hospital setting the 

experience for them and their families can greatly 

depend on the services available in their area. The Care 

Quality Commission found that there were inequalities 

in end of life care which effected groups of society. 

They found that not all commissioning groups were 

fulfilling their legal duty under the Equality Act 2010 

when it came to delivering end of life care.5 This can 

mean that people who are approaching the end of 

their life are receiving poor services which will impact  

the persons family and carer(s). A family’s experience 

of the last part of their loved one’s life and their death 

may have been challenging and traumatic on them. 

They may have had no outside support at all through the process.  

 

Most of the groups who were found to have poor end of life care services are also people 

likely to be from poorer backgrounds or have lower incomes. The families who do 

experience inadequate end of life care may then also have to face the stress of having 

financial constraints when trying to arrange a funeral.  

  

Pensioners are extraordinarily vulnerable when looking to make funeral arrangements 

either at-need (when a funeral is purchased at the time of a relative’s death), and when 

purchasing pre-paid funeral plans. Poverty in pension age is rising6 and some of those most 

effected are in the group of people least likely to receive adequate end of life care. 

Pensioners who claim pension credit accounted for nearly half of the claims to the Social 

Fund’s Funeral Expenses Payment Scheme in 2009/2010.7 That figure has dropped 

significantly and in 2017/2018 only 30.7% of Funeral Expenses Payments were awarded to 

pensioners.8  This could be due to the changes in the pension age and if so there are some 

pensioners who need financial help but won’t qualify. When pensioners have lived as a 

couple and one dies, they are highly likely to have experienced inadequate end of life care. 

 
4 Care Quality Commission. A Different Ending: Addressing inequalities in end of life care. May 2016 
5 Care Quality Commission. A Different Ending: Addressing inequalities in end of life care. May 2016 
6 https://www.jrf.org.uk/data/pensioner-poverty 
7 Annual Report by the Secretary of State for the Work and Pensions on the Social Fund 2009/2010  
8 Annual Report by the Secretary of State for the Work and Pensions on the Social Fund 2017/2018 

Groups who may not be able to 

access quality end of life care: 

• people with conditions other than 

cancer 

• older people  

• people with dementia   

• people from Black and minority 

ethnic (BAME) backgrounds  

• lesbian, gay, bisexual, and 

transgender people  

• people with a learning disability 

• people with a mental health 

condition  

• people who are homeless  

• people who are in secure or 

detained setting  

• Gypsies and Travellers. 
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On top of this pensioners are most likely to be isolated or lonely and have little or absolutely 

no support. 

 

Pensioners are also the largest target group for the funeral industry. The very strength and 

pace of the funeral industry far outweighs the characteristics of pensioners. The funeral 

industry is large, powerful, and dedicated to winning the pensioners custom. While the 

pensioners are frail, vulnerable, and isolated.  

 

The funeral industry’s connections with the charities and organisations that pensioners trust 

and turn to for help, just further exploits the vulnerabilities of pensioners.  

 

In the UK due to the inadequacies and underfunding 

within Social Care and Health Care a lot of people are 

now caring for their relatives through long-term 

illnesses or into older age. Caring for a relative can 

have significant impacts on the carer’s financial 

stability, physical health, and mental wellbeing.  

 

People who care for a relative are given the title of 

‘un-paid carer.’ Carers are often the ones responsible 

for arranging and paying for the funeral of their loved 

one. By the time the carer gets to the stage of 

needing to arrange a funeral they have often spent 

years having to fight for social and health care 

services which is exhausting and at times, humiliating, 

dehumanising and degrading too. They are highly 

likely to have had a poor experience with regards to 

end of life care or experienced the death of their 

loved one unsupported.  

 

They will have spent years struggling under great financial pressures, some using their life 

savings to pay for living costs, down grading or re-mortgaging properties and some borrow 

money to enable them to manage.9 Their incomes are likely to have reduced a great deal, 

and most carers will not meet the eligibility criteria for financial support from the Social 

Fund. With little to no savings this means meeting large funeral costs would be difficult.  

 

Another group of people who can be significantly affected by funeral costs and are totally 

overlooked, is university students. Students are particularly vulnerable to the effects of 

funeral poverty and those effects can be quite devastating.   

 
9 https://carers.org/key-facts-about-carers-and-people-they-care 

Carers UK Findings 

• There are around 6.5 million 

carers in the UK 

• Carers save the economy £132 

billion per year 

• Carers change jobs or reduce 

hours to enable them to fulfill 

their caring commitments to their 

relative  

• 600 people give up work every 

day to meet the demands of 

caring for a relative 

• Carers benefit is the lowest 

benefit of its kind 

• 78% of Carers are struggling 

financially 

• 53% of carers are unable to save 

for their own retirement    

• 8 in 10 people caring for a loved 

one feels lonely or socially 

isolated 
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There are regular instances where students have experienced a death of a parent and due 

to the family circumstances are left responsible for the funeral costs. As students there is no 

financial support available to them what-so-ever.    

 

When students are bereaved the loss can be totally life changing for them. Initial inquiries 

suggest that a higher proportion of student bereavement may be as a result of a sudden 

(unexpected) death. Not only one of the most traumatising life experiences a person can 

deal with but one with the least amount of preparedness. Some students lose their family 

home as a result. Some students go from being a sibling to taking on parental 

responsibilities themselves. And some students drop out of University all together – leaving 

them with student debts but no qualification.  

 

Bereaved students sometime miss so much of the year due to having time off relating to 

their bereavement that they no choice but to drop out of the year and re-take it. In these 

circumstances they still must pay for the year that they have dropped out and then pay for 

the re-take year.  

 

Two of the Universities in the Northwest, the University of Central Lancashire and Liverpool 

John Moores University, both expressed to me that there was a problem relating to 

bereaved students and funeral debt. They estimated this affects around 2-3 students per 

year within their Universities and that it was an issue in universities across the country, not 

just theirs.  

 

There have been newspaper reports over recent times documenting the issues. One were a 

student using all of their savings to pay for a parent’s funeral and still not covering the 

whole funeral bill, resulted in the funeral director refusing to return the Ashes of the 

students parent until the student paid the remaining outstanding balance. Another report of 

a student who had to get a lift to a parent’s funeral and not have any floral tributes due to 

struggling to meet funeral costs. This must be utterly traumatising for a young person to 

experience.  

 

 
“There is definitely a problem regarding students paying for funerals. There is Just no help for them. 

The social fund doesn’t help students as they are not on benefits, unless they have children 

themselves.” 

Lynne Condell MBE Manager Student Money Advice liverpool John Moores University  
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Funeral Poverty 

Funeral poverty is a widely used term in the UK to describe 

the circumstances of people that are not able to afford a 

funeral.  

While the term does paint a stark picture of the plight of those 

who cannot afford a funeral, it also potentially masks a 

problem by the distancing effect of the word ‘poverty.’  With 

society’s views on poverty; poverty is a choice; people in 

poverty are just lazy - with the term being heavy linked to 

benefits which brings negative stereotypes, it is easy for 

people to not relate themselves to funeral poverty or to have 

sympathy for those who suffer from it.   

The Funeral Industry itself and its commentators point the 

finger of blame squarely at the DWP’s Social Fund for being to 

blame for funeral poverty.  

 

“It’s hard to come to any other conclusion that the Governments 

Social Fund, which actually is supposed to support the poorest 

families with funeral costs, is just inadequate. It is not doing the job 

it was intended to do.” 

Mona Patel, Royal London, BBC Radio Lancashire 2019 

 

 

While the narrative of funeral poverty being related to the 

welfare state and the benefit system is being driven, there is a 

real possibility that people’s eyes are being averted from the 

actual issue of the systemic cause of the rising costs of 

funerals and how that actually does affect every one of us. 

 

There is no denying that the DWP Social Fund Funeral 

Expenses payment does require improvements but by placing 

the entire focus of a debate on the DWP loses sight of a lot of 

people who are outside of the benefit system and who are put 

in the most unimaginable and inhumane circumstances when 

they cannot afford a funeral.    

 

Not being able to afford a funeral is a very traumatic situation and we need to see everyone 

who is affected.    

 

• The average cost of a 

funeral is now around 

£4300  

• Funeral Costs have 

risen 6% annually 

since 2014  

• The Funeral Industry 

is work £2bn 

• The cost of a funeral 

amounts to 40% of 

the annual 

expenditure of the 

lowest income 

households 

• There were 40,800 

claims made to the 

social fund for the 

funeral expense’s 

payment in 2018 with 

only 25,500 claims 

being awarded 

• The average Funeral 

Payment awarded in 

2018 was £1461 

• 30% of claims to the 

social fund are from 

pensioners in receipt 

of pension credits 

• There has been a 70% 

rise in Public Health 

funerals carried out 

by Local Authorities 

between 2015 and 

2018 

• The cost to Local 

Authorities for Public 

Health Funeral is 

around £4m 
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The Funeral Industry – A Brief History 

 

The formation of the private groups in the late 1980’s paved the way for what was to be a 

significant decade for the progression of the funeral industry. The 1990’s was a decade that 

shaped, not so much the landscape, but certainly the pace of the funeral industry.   

 

At the beginning of the nineties there were around 2,500 

Funeral Directors, at the time there was around 650,000 

deaths per year, and the industry had a turnover of 

between £250 and £270 million.10  The industry was made 

up of 3 types of funeral business, those belonging to the 

Co-operative societies, independently owned and private 

groups. The Co-operative Societies operated their own funeral groups throughout the 

country and normally traded under the Co-op brand, but some did use the private branding 

of a family name. The Independent businesses were normally owned by families who, often 

had handed the business down through generations, they tended to have just one local 

premises. The private groups tended to operate from a head office and run Funeral Homes 

within local communities over larger areas, operating through family named businesses that 

they had bought. Some funeral groups also owned crematoria too.   

 

The funeral homes themselves was operated from 

either, purpose-built premises, converted houses, or 

shop fronted premises. Regardless of premises type 

inside there was normally a reception area, an 

arrangement office, and viewing rooms at the ‘front of 

house’. Some also had a chapel to host funeral services. 

While at the ‘back of house’ there was normally a 

mortuary / embalming room for preparing the deceased, 

a coffin store, a workshop for fitting the coffins with the 

handles and trim, and a garage.  

 

The Pre-Paid Funeral Plans were starting to become a competitive area of business 

throughout the nineties. One private group reporting a 42% increase in sales after a 

successful TV advertising campaign in 1993. While another private group in the same year 

reporting sales increases taking their total amount held to over £40 million (an increase on 

£15 million from the previous year). Throughout the nighties the pace of the pre-paid 

market took a hold and more companies started marketing pre-paid funeral plans, from 

dedicated funeral plan companies to trade associations as well as charities. 

 
10 Hansard, House of Commons, Funeral Industry 22nd April 1991 col 790 

In 1991 an Oddfellows 

survey found the average 

cost of a funeral with a 

burial was £895 and the 

average cost of a funeral 

with a cremation was £726.   

 

The Industry was self-

regulated by the National 

Association of Funeral 

Directors (NAFD), Society of 

Allied and Independent 

Funeral Directors (SAIF), the 

Funeral Standards council 

(FSC), the Funeral 

Ombudsman Scheme (FOS) 

and the British Institute of 

Embalmers (BIE) provided 

training.  
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The British funeral industry already had the attention of international parties, with some of 

the existing private groups having international shareholders and directors. But it was an 

American Company entering the market that shone the spotlight on the funeral industry. 

In the early nighties the American corporate giant Service Corporation International (SCI) 

entered the British funeral industry. The pace in which it acquired a large share of the 

market both in the funeral directors and the crematoria sector caught the attention of the 

Monopolies and Mergers Commission (MMC), in particular its 1994 acquisition and merger 

of two large private companies (Plantsbrook and Great Southern). The MMC found that the 

company owned large percentages of funeral homes, as much as 51% within one area11 and 

there were concerns about how they were not divulging true ownership of the funeral 

homes, instead trading behind the independent sounding names which were acquired when 

they bought the funeral businesses from independent traders. In fairness, SCI was not the 

only company at the time who trading that way with ‘independent’ sounding names, other 

funeral businesses were doing the same thing. There were also concerns that the company 

would raise prices and that would disadvantage consumers. In 1995 SCI was asked by the 

Department of Trade and Industry to divest some of its funeral homes, a decision it tried to 

challenge legally.12 (SCI sold its UK interests and left the British Funeral industry a few years 

later).  

 

A matter of months later in 1995 the crematoria sector was 

about to see some significant changes. The Department for 

Environment made a requirement to the Local Authorities to 

meet new environmental regulations and this meant making 

expensive upgrades to their crematoria. At the same time 

the government released a policy which would encourage 

Local Authorities to sell their crematoria to private 

companies. They had an 18-month window of opportunity to 

sell the asset and was incentivised to do so by being able to 

retain 90% of the proceeds from the sale, instead of the 

normal 50%.13 

 

The Local Authority Crematoria were originally started to provide families with an affordable 

option for a funeral due to the private cemeteries and crematoria being expensive. There 

were concerns that if Crematoria were privatised then prices would increase, competition 

would narrow, and consumers would be the ones to be disadvantaged. One person who 

fiercely opposed the proposition of privatising the municipal crematoria was Lord Young. He 

asked the House of Lords to stop the sales from going ahead. However, the policy went 

ahead despite his impassioned House of Lords address in October 1995.  

 
11 Hansard, House of Lords, Municipal Crematoria: Privatisation 30th October 1995 col 1311 
12 Hansard, House of Lords, Municipal Crematoria: Privatisation 30th October 1995 col 1312  
13 Hansard, House of Lords, Municipal Crematoria: Privatisation 30th October 1995 col 1312 

In 1995 there were 265 

crematoria in the country 

and 229 of those were 

owned by Local Authorities 

and 36 was privately 

owned. 

The average crematorium 

charge for a cremation 

was between £150 - £250. 

Doctors’ Fees for 

Cremation Forms was £64 

per Doctor   
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“In conclusion, we are at a very important point in the history of cremation and burial and, wider 

than that, in the way in which we treat the dead. If the message does not go directly out of this 

House to local authorities to be very wary and cautious about selling an important public asset to a 

private business, I only hope that that will happen in other ways” 

Lord Young of Dartington. The Privatization of Municipal Crematoria, House of Lords October 1995  

 

The last of the nineteen nineties saw concerns being raised 

about the increasing cost of funerals, and the marketing and 

sales of funeral plans. MP’s raised concerns leading to 

discussions with the Treasury and their concerns about 

funeral plans being sold through charities to the charity 

Commission.14  

The latter part of the decade saw prices for cremations increasing up to three times the 

amount of inflation, which was later attributed to the new environmental regulatory 

requirements relating to reducing emissions.15  

The Office of Fair Trading (OFT) carried out a Funeral 

Market Inquiry where it looked at the trading practices of 

the at-need services. It acknowledged that consumers 

were vulnerable, it highlighted that there was a lack of 

pricing transparency, and that there was no benchmark 

of funeral product or package on which consumers can 

measure against when making a purchase. It found that 

there was a lack of clear information on the practical 

aspects of arranging a funeral, no clear complaints 

procedures and no clear information relating to true 

ownership of businesses. Their decision was to allow the 

industry to self-regulate with several recommendations, 

concluding that taking other forms of action would be 

disproportionate to the issues found.16    

The immediate years after the OFT inquiry saw several changes in the industry. In 2001, the 

Funeral Planning Authority was created by individuals who held senior positions within the 

funeral industry.  

 

 
14 Hansard, House of Commons, Funeral Industry, 19th November 1997 Vol 301  
15 Office Fair Trading Funerals Inquiry Report 2001  
16 Office Fair Trading Funerals Inquiry Report 2001  

In 1999 Mintel reported 

that the average cost of a 

funeral was £1347, and 

they reported a 2% 

annual increase between 

1994 and 1999.  

OFT 2001 recommendations:  

Price Transparency: clear 

prices on display in branches 

and for customers to take away.  

Self-Regulation: monitoring of 

compliance to be tightened up.  

Redress and Complaints: 

make process for complaints 

handling stating, “Independence 

is vital.” 

Ownership disclosure: ‘every 

funeral outlet’ should clearly 

state the organisation that has 

ultimate control of the business.  
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In 2002 the Funeral Ombudsman Scheme was disbanded17 and the Funeral Standards 

Council either disbanded or merged with the National Associations of Funeral Directors.  

From 2004 onwards the prices of funerals saw significant increases – estimated at around 

6% annually which is twice the rate of inflation.18 In 2004 SunLife started the annual ‘Cost of 

Dying’ report19 which map out the huge increases in the costs of funerals, presented as the 

overall cost of dying. The Royal London started publishing their Annual Funeral Costs Report 

in 2014. Both companies have provided a valuable insight into the costs of funerals and 

tracking the increases. (Both companies do also sell pre-paid funeral plans).  

In 2010 the Quaker Social Action Group which challenges issues around poverty started a 

campaign in response to the increasing instances of people struggling to meet the costs of a 

funeral. Funeral Poverty became a developing concept20 and is now a widely used phrase. 

The Quaker Action Group started the ‘Down to Earth’ organisation which offers advice to 

people who are struggling with the costs of a funeral and in 2014 the Funeral Poverty 

Alliance was started.  

From 2010 onwards there has been a significant number of new entrants to the funeral 

market - people starting funeral business with no previous experience of working within the 

funeral industry and no formal training. These businesses are often considered as 

progressive funeral businesses and seek to offer innovative services. 

Direct Cremation companies also entered the market. Direct Cremation is marketed as a 

way of reducing costs. Business that just offer Direct Cremations often do not have any 

customer facing premises and interaction with 

the bereaved family is very minimal. With the 

uptake of Direct Cremation increasing, funeral 

businesses of all sizes now also offer Direct 

Cremations, with some of the larger companies 

trading under different a brand to offer Direct 

cremations.  

In 2016 the Department of Work and pensions 

published their report from the Support for the 

Bereaved Inquiry which examined the Social 

Fund’s Funeral Expenses Payment. They 

acknowledged that there was an inadequacy in 

the payment, while the essential components element (cremation and burial costs) of the 

payment was uncapped, the ‘other’ items such as the amount awarded for the funeral 

director services, a coffin and a hearse was capped in 2003 at £700. Since the Funeral 

 
17 Robert Watts, ‘Funeral Industry Axes Ombudsman’ The Telegraph 6th November 2002 
18 CMA Funerals Market Study Final Report 28th March 2019 
19 SunLife Cost of Dying Report 2018  
20 The Meaning of Funeral Poverty: an exploratory study by Anne Corden & Michael Hirst. University of York  

A Direct Cremation is the act of 

disposing of a body by method of 

cremation without having a funeral.  

There are no mourners in attendance, 

no family at the cremation, no minister 

of religion or celebrant and no music.  

The relatives often do not know when 

the cremation is taking place, and 

some may not get the Ashes back and 

when they do, they are often in the 

crematorium’s plastic poly urn or 

cardboard box.  
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Expenses Payment Scheme assists with the cost of a simple funeral the report 

recommended that the government work with the Funeral Industry to secure an agreed 

‘simple funeral package’ then the payment scheme can be amended if necessary. The report 

also urged the government to take action to tackle the systemic causes of funeral cost 

inflation and to make long term recommendations to reduce ‘funeral poverty.’ 
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The Funeral Industry today 

There are now around 5000 funeral homes in the UK21 with 

around 3000 operated by small businesses and the rest 

operated by larger organisations.  

The death rate in the UK has gone down over the last 30 

years and now there are around 500,000 deaths a year. The 

funeral industry is worth around £2 billion.  

The now diverse industry is made up of a variety of small 

business, from independently owned to small private groups 

through to large organisations and privately owned groups.  

Funeral businesses are operated from similar types of 

premises as they were 20 years ago. These can be purpose 

built or re-purposed properties, such as private houses, retail 

premises, public houses, or industrial premises.   

The funeral industry can now be separated into two sections, 

the at-need market which delivers services to bereaved 

customers after someone has died, and the pre-need market 

which sells funeral packages to people before they die.  

 

At-need market 

The at-need market is the term for funeral providers who offer 

services and products to families whose loved ones have died, 

and they do not have a pre-paid funeral plan. When a family 

needs to access the services of a funeral director on an ‘at-need’ 

basis, means that they have just been bereaved, their loved one 

is deceased in the home, a care home or a hospital and they 

need a funeral director.  

The at-need market is extremely diverse. There are family run 

business who have traded for generations, there are corporate groups with boardroom 

Directors and stakeholders, medium sized and small private groups, there are small 

independent business that have been set up by people who have been working within the 

industry for years and there are new entrants (businesses started by people who have been 

attracted to the industry and decided to start their own business with no prior experience).  

 
21 Competition and Markets Authority. Funeral Market Study, Statement of Scope 1st June 2018  

In 2018 the average 

cost of the essential 

elements of a funeral 

was £3,744 for a 

cremation and £4,798 

for a burial.  

An additional of around 

£2000 is spent on 

flowers and catering.  

 

In 2018 the CMA reported 

that there were 293 

crematoria operating in the 

UK.  

110 Privately owned and 

183 owned by Local 

Authorities.  

Cremation Fees are now 

between £750 and £1050 

A specific Local Authority 

crematorium fee: 

2001 = £213  

2019 = £760  

 

A Private Crematorium Fee 

in the same region: 

2001 = £255  

2019 = £1025   

 

Doctors’ Fees for Cremation 

Forms are £82 per Doctor 

(an increase of less than 

£20 over 20 years). 

 



 

Page | 18 
 

There are traditional funeral directors, progressive funeral directors, eco funeral companies, 

and direct cremation companies.  

There are now funeral service providers aimed specifically for those claiming assistance 

from the DWP Social Fund’s Funeral Expenses Payment Scheme. These businesses can have 

poor trading terms for the family such as: No viewing of the deceased / the deceased is 

placed straight in the coffin with no washing or dressing and in the clothing they have died 

in / no choice on the day or time of the funeral / no traditional funeral vehicles used 

(instead using 4x4 vehicles, vans or estate cars). 

 

Pre-Need Market 

The Pre-Paid funeral market is not regulated at this time and there is no consumer 

protection in places at all.  Pre-paid funeral plans are a valuable commodity of the funeral 

industry and without any regulation it is a diverse market too.  

Pre-paid funerals are now often termed as ‘pre-need’ funeral 

plans. With the rising costs of funerals plan sales have increased 

and they are now sometimes marketed as a way to ‘protect’ 

your family from the costs of funerals.  

Funeral plans are sold by different business types and they can 

be sold to customers through various channels and in various 

ways, from a face to face meeting with a local funeral director 

or by a call centre agent.  

When charities and Insurance companies sell Funeral plans, the consumer is most likely to 

make the arrangements over the telephone with a customer service adviser within a call 

centre who has been trained to sell funeral plans over the telephone.  

The trade associations also have affiliated funeral plans available to their members to sell 

directly to their customers. These plans will likely have been purchased directly from the 

funeral director by the consumer, normally through meeting the funeral director in person.  

Some independent and family owned business also sell their own funeral plans to their 

customers. These are most often purchased by the consumer meeting with the Funeral 

Director. These types of plans are specific to that funeral director’s company.  

Then there are brokers who sell funeral plans, companies who sell a variety of funeral plans 

from different companies. Brokers can sell a specific company plans which means the 

person buying the plan will have their funeral provided by a specific company. But there are 

brokers who sell their own plans and there has been a suggestion that some brokers sell a 

funeral plan and then contact a funeral director at the time the plan is needed, when the 

person dies, to ‘broker’ the best deal.  

Funeral Plans sales 

reported to have 

increased 200% 

between 2006 – 2016   

HM Treasury. 

Regulation of Funeral 

Plans: Consultation on a 

policy proposal.  

June 2019 
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The Problem – how we treat our dead and the bereaved 

 

The industry seems to be acting in conflict with the needs of the bereaved.  Death and grief 

have become a highly profitable commodity with the aims of some being about market 

share, profit, and value for stakeholders rather than value for customers.   

There are so many different variations of funeral package available but, essentially, they are 

all variations of the same thing. What the consumer is paying more for in a lot of the cases is 

freedom of choice to access things we fundamentally need to meet out psychological and 

cultural needs. And that is exactly what is taken away from us when we cannot afford to pay 

for a funeral.  

Funeral price lists will typically offer a few different packages set at different price points.  

The lower priced packages will be named using language that would not appeal to the 

bereaved, names such as Basic, Simple, Limited. While the higher priced packages are called 

warmer terms such Traditional, Classic, Full Funeral. 

The lower priced packages will also use negative language to describe the products and 

service. While the higher priced funeral packages use more eloquent and detailed 

descriptions. 

Examples of phrases taken from a UK funeral business’s price list, one describing a lower 

cost funeral and one describing a higher priced funeral. 

Lower cost funeral                                             Higher cost funeral 

 

 

 

 

 

 

 

This will push some people away from more affordable packages. Lower priced funeral 

packages may also have unfavourable limitations or restrictions on things that we need to 

allow us to make the funeral meaningful for us.  

Restrictions and limitations are placed on lower priced funeral packages and they are almost 

always things associated directly with our emotional needs relating of a bereavement. 

People want their loved ones to have the best quality and we want to do ‘the right thing’ by 

our loved ones and give them a ‘fitting send off.’ The restrictions and limitations placed on 

Funeral must take place  

Suit ourselves  

No changes to arrangements  

Must be paid in advance  

Not possible  

Our choice  

Discuss options with you  

Discuss and Advise  

Will always provide / will be able  

All options available to you  

Can also be provided  

Family may wish  
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lower priced funeral packages can severely hinder the ability for a family who is struggling to 

pay for a funeral to meet those needs. 

 

Some of the lower priced packages available also have different and unfavourable terms and 

conditions for the consumer, particularly relating to payment of the funeral. Some low-cost 

funerals require the full cost of the funeral to be paid before the funeral can take place. 

Some funeral directors will not collect the body from the hospital unless a deposit has been 

paid. This puts incredible strain on bereaved families. For people who are already struggling 

and need to select a lower priced option these terms can place additional strain upon them, 

and in some cases the terms are impossible to meet. 

The other serious consequences of not collecting the body from the hospital or not carrying 

out any arrangements on the funeral until the family have found the deposit or payment in 

full, is the effect that has on the condition of the deceased’s body by the time the family is 

allowed to visit their loved one. If nothing is done at all until the family finds the money this 

not only leaves a body to deteriorate. By the time the family sees their loved one their 

condition may be quite distressing.   

Restrictions and Limitations can include things like:  

• Not being able to choose the day and time of the funeral – the funeral director will choose 

• Not being able to ‘view’ the deceased 

• Having to agree to embalming and pay additionally for it in order to visit the deceased 

• Not being allowed to have the deceased embalmed 

• Not being able to choose what the deceased wears in the coffin – the deceased cannot be 

dressed in their own clothes in the coffin 

• Not being able to select the coffin 

• Not being able to have a funeral cortege (not being allowed to follow the hearse to the place of 

the funeral) 

• Funeral Director will not arrange obituary notices or flowers 

• Not being allowed to have the funeral leave from the family’s home address  

• Only being allowed to meet at the place of the funeral 

• Not being allowed a separate place of service, such as a church or other place of religion, 

before the cremation or burial meaning the entire service is at the crematorium chapel or at the 

graveside.   

• Not being allowed to select additional products or services  

• Not allowed to have a limousine  

• Not being able to buy Ashes Caskets or Urns  

• Ashes can only be returned in the cremation containers  
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In some instances, the same funeral director will offer different terms of service across the 

funeral packages. With the higher priced packages allowing families to pay the funeral 

invoice within a reasonable time after the funeral has taken place. While a bereaved family 

purchasing a lower priced funeral will be required to pay a deposit before the funeral takes 

place and pay the invoice in full within a set time after the funeral or face interest charges 

being applied. And in some cases, bereaved families who purchase a lower cost funeral 

package can be required to pay the full amount up front, before the funeral takes place.  

The treatment of a deceased person and their family when they cannot afford to pay for a 

funeral is exceptionally poor and, in some instances, totally unacceptable.  

Some Funeral companies that just provide services to people who are claiming from the 

Social Fund’s Funeral Expenses Payment Scheme do not offer any care of the deceased at all 

in terms of washing and dressing, they state that they put the deceased into the coffin in 

their ‘natural state.’ This is just not dignified or a respectful way to treat a deceased person 

and this is being done because of an association to a state benefit.  

Some people end up having to completely forgo a funeral altogether and opt for a Direct 

Cremation due to not being able to afford a funeral. This is a brutal solution to not being 

able to afford a funeral. There is no funeral, no music, no words spoken, no prayers, no 

family and friends attending. The family cannot view the deceased and often does not know 

where the deceased is being held prior to the cremation or when the cremation is taking 

place. To do this for financial reasons has to have a negative psychological impact on the 

bereaved.  

An ITV report in 2018 found that bodies were being held in Hospital mortuaries in England 

for up to 3 months due to families not having the money to pay for a funeral and not being 

able to access financial assistance, and two hospitals reported that they had held bodies for 

up to 14 months for the same reasons. The turmoil that these families must be in and over a 

prolonged period is unimaginable and must have a damaging impact upon them. The 

condition of the deceased by the time they can have a funeral may cause distress to the 

family even without viewing the body.    
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Why Undertake this Fellowship  

The funeral industry in the only business type in the UK where a consumer has no consumer 

protection to ensure fair trading and treatment and no recourse at all should they have any 

issues with the services or products that they pay for.  

 

Furthermore, as consumers, unlike any other service or product we may purchase a funeral 

is one which people have absolutely no knowledge of or little previous experience of 

purchasing.  

 

Funerals can be described as stress purchases while people are suffering with bereavement 

which has a significant effect on us emotionally, mentally, and physically. It can make it 

exceedingly difficult to make basic decisions let alone making decisions relating to services 

costing thousands of pounds.  

 

Returning to the funeral industry in 2017 with totally different life experiences, both 

personal and professional, along with the working knowledge of the funeral industry that I 

have, I could not do nothing about the issues that I faced.   

 

 

Who is the fellowship report for? 

 

This report is aimed at policy makers and is intended to give them a wider understanding of 

the history of the funeral industry and that funeral poverty is not just an unforeseen 

problem.   

 

My intention is to demonstrate possible solutions to the issues surrounding funeral poverty 

and the affordability of funerals, and the solutions can be implemented without hindering 

businesses. More so I would like to influence the policy makers to create much needed 

consumer protection for the bereaved.  
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Why Canada and New Zealand? 

 

Canada and New Zealand both have diverse societies, and both have similar cultural values 

to ours regarding death and funerals.   

 

The structure of the funeral industry for both countries mirrors the British funeral industry – 

all three countries have trade associations, and they all have diverse types of businesses 

operating, from large corporate groups to small independently run funeral homes. 

 

The Funeral Business and its principle operating functions and how they deliver their 

product and services are the same in both countries as they are here in the UK. All three 

countries have funeral directors and embalmers, both sell coffins / caskets and funeral 

products.  

 

The funeral industry in Canada is regulated and has strong consumer protection in place. 

While New Zealand, like the UK, is not regulated but neither country is reporting adverse 

effects of funeral poverty.   

 

All the similarities themselves provided an opportunity to examine how the same services 

are being delivered and what the effects of regulation are, and to look at different 

approaches to delivery of the same products and services.  

 

Canada 

  

The funeral industry in Canada is worth around $2 billion CAD22 (£1.2 billion) and funeral 

costs are between $1,500 - $12,000 CAD. The funeral industry offers services on an at-need 

basis and a pre-need basis. The population is aging, and Canadians are investing in Pre-Paid 

Funeral Plans.  

 

Throughout Canada consumer protection legislation covers any funeral related activities 

including funerals, cremations, burials, transportation of deceased and pre-paid funeral 

plans. The legislation is prescribed provincially, and each province has its own structure of 

funeral regulation. Provincial regulation models vary but they all have the same core areas 

relating to licensing, consumer protection, inspection, and complaints.  

 

I chose to visit British Columbia and Ontario for a combination of the models of regulation, 

types of businesses and the diversity within the communities.  

 

 

 

 
22 Ibis World Funeral Homes in Canada Industry Statistics  
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New Zealand 

 

When I was looking to other countries for solutions to the problems with the funeral 

industry, I found similarities in the New Zealand funeral industry to here in Britain. Like the 

UK, New Zealand has no specific regulation covering the funeral sector and there are no 

compulsory requirements for training or qualifications within the industry.  

 

The funeral industry in New Zealand is similarly as diverse in structure as ours. There are the 

large corporate companies, the independent providers and family businesses, direct 

cremation companies and alternative low-cost businesses.   

 

Like here in the UK, the cost of funerals has been reported to be going up and that people 

are starting to feel that funerals are getting too expensive. The average cost of a funeral 

being around $10,000 NZD.23 Parts of the New Zealand funeral sector, like here in the UK, 

was blaming the government funeral grants for being inadequate24 as the reason that some 

people were struggling to meet the cost. But, unlike the UK, there are no reports of having 

issues relating to ‘Funeral Poverty.’ Significantly, pre-paid funeral plans are not as popular as 

they are in the UK, with only 5% of funerals in New Zealand being from a pre-paid plan in 

2015.25  

  

I was interested in learning how the industry was operating and responding to the needs of 

the bereaved in a climate of increasing pace of the funeral industry picking up and why 

there was no ‘funeral poverty.’ 

 

 

 

 

 

 

 

 

 

 

 

 
23 https://www.consumer.org.nz/articles/funerals 
24 https://www.nzherald.co.nz/nz/news/article.cfm?c_id=1&objectid=11228510 
25 https://www.stuff.co.nz/business/money/64854439/families-forgo-funerals-to-cut-costs  
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Aims and Objectives 

• To discover why there is no ‘funeral poverty’ in Canada and New Zealand.  

• To learn about various models of regulation of the funeral industry.  

• To discover if regulation of the funeral industry impacts professional practice and 

standards of facilities.  

• To discover if regulation has any influence on funeral costs. 

• To learn about monitoring systems and how well they work with funeral businesses. 

• To learn about licencing systems and how they work practically in relation to 

business and the individual licenses.  

• To learn about funeral education programs and how they are delivered. 

• To observe how the funeral businesses, operate and how they view their roles and 

responsibilities. 

• To learn about innovative and progressive funeral business  

• To learn what support is available for people who are not able to afford a funeral.  

 

The objectives of my fellowship were to visit regulators, funeral businesses, and education 

providers to see first-hand how well they work together, examining what impact, if any, 

they have collectively on consumer protection, professional practice, and the costs of 

funerals. I wanted to find meaningful solutions to help people who struggle to pay for a 

funeral, to prevent funeral poverty, to provide adequate consumer protection and improve 

standards within the funeral industry.  

A set of questions helped guide my research towards fulfilling the objectives.  

1. Is regulation of the funeral industry necessary and what are the benefits to 

consumers?  

2. Are there negative effects of regulation and does regulation prevent innovation?  

3. How important is education within the funeral industry?  

4. What support and solutions are available for people that cannot pay for a funeral?  

Overall, I want my fellowship to add to the evidence base to encourage informed thinking 

on developing strategies for consumer protection for the bereaved and to contribute to the 

ending of funeral poverty.    
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Planning and my Journey 

Examining the funeral industry and how I wanted to do it was not going to be easy. I 

anticipated facing a number of challenges due to the subject matter and the type of 

businesses and organisations that I wanted to visit.  

It was important to me to conduct all my fellowship with the utmost respect and 

consideration, first and foremost, to the fact that these were people’s businesses and their 

livelihoods that I was visiting and examining. The funeral businesses in these countries also 

rely so heavily like they do here in the UK on their reputation, and I acknowledged the need 

for an ethical and responsible approach to my fellowship.   

From the early planning stages, it became apparent that I needed a clear rationale to 

present to businesses and organisations that I was approaching, to enable them to fully 

understand my project and what intentions was driving it. I had some initial failures in the 

beginning of the planning stages which made me re-evaluate my approach and recognise 

the need for modifying how I communicated the information to different organisations. This 

helped me to recognise the differences between the types of organisations and people that 

I would need to connect with. This informed my decision to separate my fellowship into 

three areas: regulation, funeral businesses, and education.   

After I made these adjustments, I did find that I then started to make significant connections 

to a variety of organisations and business types which fell into one of the three areas. These 

connections led to successfully arranging meetings, visits, and interviews. Most of the 

funeral business that responded, did so quickly and offered open invitations to visit them at 

a suitable time for me and with offers of a full tour / access to their facilities. I interpreted 

the way the businesses responded as being open and transparent, as well as confident in 

the services that they were providing.  

I chose to focus within two main areas of Canada, British Columbia, and Ontario. Principally 

due to the variation of the regulation being delivered. I also looked at business types and 

the diversity of community structures within each province. It was important that there was 

traditional business as well as alternative and innovative business structures included in my 

research.  

My initial plan for New Zealand was to focus on the North Island only due to already having 

made contacts in Wellington with the Law Commission. Due to New Zealand not having any 

regulation in place I wanted to see a variety of funeral business types, and businesses that 

were offering lower cost options. It was for that reason that I included a visit to the South 

Island as there was a business in Christchurch that provided a valuable contribution to my 

research.  
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Organisations Visited 

 
 

Consumer Protection BC, Victoria, British Columbia 

 

In British Columbia, all funeral related businesses are covered under the Cremation, 

Interment and Funeral Services Act which sets out specific laws relating to every aspect of 

the funeral providers activity. The Funeral Industry is regulated and monitored to ensure the 

requirements of the law are being met by operators within the funeral industry.  

 

The regulation in British Columbia is carried out by Consumer Protection BC which is a 

Delegated Administrative Authority (DAA). These types of organisations were created under 

consumer laws and need to meet certain requirements relating to financing and governance 

to obtain an administrative agreement with the government to take on the delegated 

authority to administer specific laws. These types of organisations are self-funding and 

generate their income predominantly from licensing activities.  

 

Consumer Protection BC was an existing regulatory body for other areas of business when it 

was made the regulatory body for funeral providers and Crematoriums in 2004. It is an 

organisation that regulates industries that require licencing to operate. This means they 

have a broad range of business sectors, such as the motion picture industry, loan companies 

and debt collection as well as the funeral sector.  

 

They are the only completely independent regulator for funerals in Canada. They do not 

employ anyone form within the funeral industry and have no employees with any previous 

connections to the funeral industry.  

 

The regulatory body employ inspectors that carry out monitoring of funeral providers by 

visiting funeral homes to carry out onsite inspections which cover everything from premises 

and facilities to administrative obligations of funeral business.   

 

 

 

 

 

 

 

 

 

The government in Canada recognised that the bereaved consumer was uniquely 

vulnerable, and they legislated for that. The regulation is for consumer protection.  
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Squamish Funeral Chapel and Crematorium, British Columbia 

 

  

“These are not easy conversations to have but we try to make it as easy and as friendly as 

possible” 

Mark McKenzie  

 

Squamish Funeral Chapel and Crematorium is a fully licensed funeral provider and 

crematorium providing funeral services to the community of Squamish and West 

Vancouver, owned by George and Mildred McKenzie. A family run business which has 

passed down through three generations of the McKenzie family. George and Mildred along 

with their son Mark, all licensed Funeral Directors, run the funeral chapel and crematorium. 

It Is very much a family concern with George’s son in law, Geoff, also working in the family 

business as a licensed Funeral Director and Embalmer.  

 

Both George and Mildred strongly believe in not just being acknowledged as a profession 

but earn and live up to that accolade. Mildred has dedicated a large part of her career to 

improving awareness and education within the industry, and they frequently run public 

educational events and seminars to raise awareness to help people become a better 

prepared.  

 

The funeral home itself is beautifully presented, it is elegant and homely too. There has 

been a lot of attention to detail and a great deal of consideration given to the design and 

layout of the facilities, to enable the spaces to be practicable for the usage yet very 

comfortable and user friendly for the bereaved families and mourners. The facilities include 

reception area, arrangement rooms, a chapel for memorial services and visitations, fully 

fitted embalming room with refrigeration facilities, showroom displaying caskets and 

products, a crematory, a kitchen suitable for catering large events. There is an atrium which 

opens out onto the patio where families and their guests can have refreshments and food 

after the memorial services. 
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Denman Island Memorial Society – Natural Burial Cemetery, British Columbia 
 

 
 

“Islanders Helping Islanders” 

The Denman Island Memorial Society was founded in 2009 by a group of Islanders who 

recognised a need within their community and set about addressing it. That need was lack 

of space for burial on the island and lack of alternatives for islanders. Something that was 

sadly highlighted by the deaths of two children and the Islands existing cemetery, which 

dates back to 1904, was full.  

The group of residents that came together to find a solution had skillsets in Law, Medicine, 

Government and Environmental policies but no one had any experience of funerals, burials 

or cemetery management. What they then did and subsequently achieved was truly special.  

They formed Denman Island Memorial Society, a non-profit organisation with Charitable 

status. They decided early on that they wanted to do something which was environmentally 

friendly. The society then set about fundraising which presented challenges in terms of lack 

of available grants for burial purposes however, the community came together and raised 

money through a variety of activities – some of which went on to become annual 

community events. They carried out several consultations with the community and learnt a 

about the relevant regulatory requirements which then moved onto planning the cemetery.  

It took 6 years in total, a process that was not easy and presented many challenges. While 

this project was very much driven by a group of dedicated residents, it was very much a 

community project with people donating their professional skills such as a legal expertise,  

architects who designed the cemetery, carpenters, and sculptures to name a few.  

Today Islanders have a natural burial cemetery which offers an option of a burial which is 

carried out by islanders. Every part of an islander’s funeral is truly a community effort with 

coffins or shrouds made by islanders. The funeral itself is carried out as a community too 

and they set their own terms on how that will be. And by using the burial ground they are 

making a positive contribution to the environmental and the nature around them.   
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Ontario, Canada 

Cardinal Funeral Home, Toronto 

 

 

“A religion doesn’t knock on the door, people do.” 

Jim Cardinal 

 

Cardinal Funeral Home in Toronto is a licensed funeral business which employs fully licensed 

staff. From the outside it is an impressive and robust structure, and on the inside the 

warmest, most inclusive, haven for bereaved families.  

 

Jim Cardinal stepped into the role of running the family funeral home in his early 20’s when 

his Dad died, making him the third generation of the family to run the business. It was not 

the age he had ever anticipated to be running a business, but he learned the role of being a 

business owner on his feet. When I spent time with him, he was a few days from retirement 

and handing the running of the business over to his sons.  The circumstances in which he 

took on the responsibility made a huge impact on him giving him a huge appreciation and 

gratitude to his staff and immense empathy for people. The first question I asked him after 

walking through the most amazing premises was what makes a successful business like this 

and he said without missing a beat that his staff did, they were the reason for the company 

being what it was. 

 

Toronto is possibly one of the most multicultural cities in the world and the funeral home is 

situated in the Bathurst district which is within a diverse area of communities. They serve 

families that in a way that reflects the diversity of the city offering services in 8 different 

languages. Their premises are very inclusive, having a variety of features within their 

facilities designed specifically to meet specific cultural needs. These include a washing room 

with fully stocked cupboards with everything needed for Muslim families to use, fireplaces 

for the Asian communities to use to meet their customs, visitation and memorial rooms 

which enables the Portuguese communities to mourn with no noise disruption.  



 

Page | 31 
 

Highland Park Funeral Centre, Peterborough, Ontario 

 

 

“Our commitment is huge to our community and to the families we serve” 

Mary McGee CEO 

 

Little Lake Cemetery Co and the Highland Park Funeral Centre is a community focused and 

not-for-profit organisation which has two cemeteries with burial space for at least 350 

years, a fully functional funeral centre providing full funeral services, and a crematorium. It 

is unique in terms of a funeral provider in that the community members who own the burial 

plots and ashes internment essentially own the organisation.  

 

The Little Lake Cemetery Co was started in 1805 as a public trust organisation and the 

second cemetery was created at the Highland Park location due to the original cemetery 

becoming full. At the time of the second cemetery being opened it was not possible to 

operate funeral homes in the same location of the cemeteries but there was changes to the 

law in 2010 and they then opening the Highland Park Funeral Centre within the cemetery. 

On site there is also a separate crematorium and crematorium chapel which is suitable for 

witnessed cremations, where families attend the first part of the cremation process.  

 

All the facilities and Cemeteries are non-denominational so that all members of the 

community will be able to use the services and burial ground. There is careful consideration 

made to all structures and monuments that are introduced to the cemetery to ensure that 

they will be suitable for all users of the space and any changes that they do introduce to 

services or facilities the community is consulted, and ultimately have the overall control on 

decision making. Ultimately the organisation functions to meet the needs and best interests 

of the community.  
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Smiths Funeral Home, Burlington, Ontario 

 

 

 

 

 

 

 

“We will cater to the needs of every family that asks us to serve, regardless of their personal 

circumstances” 

Don Smith 

 

Smiths Funeral Homes is part of a large independent family owned funeral business offering 

services throughout the municipality of Halton. The owner Don Smith has a strong sense of 

service to the bereaved coupled with a desire to develop a successful ethical business. 

Smiths has been awarded a number of consumer and community service awards over the 

years and is a member of several community based and business associations.  

The company operates 4 funeral homes and all of them offers an exceptionally high 

standard of facilities with a signature décor in each which visually identifies the Smiths 

brand, each location filled with licensed funeral directors and embalmers immaculately 

presented in company navy blue suites. While the brand has uniformity the services they 

offer and how they delivery them are far from rigid, they are as flexible and as creative as 

they need to be.   

They have a policy of never turning anyone away, they will find a way to serve them and 

meet their needs and all families will receive the same standard of professional service 

irrespective of budget. When they serve a family who are receiving social service assistance 

(equivalent to the public health funeral in the UK) they will automatically upgrade the casket 

to a standard casket and not use the blue public health caskets which would normally be 

used, this is to maintain the dignity of the family and the deceased.  

Embalming is only carried out with consent, but it is offered free of charge. They do not 

charge for embalming as they do not want this to dictate the decision to embalm because of 

the benefits that embalming offers. And everyone will have the opportunity to visit the 

deceased. In Canada they have visitation services and if the family is not able to afford the 

public service, they are offered a shorter private family visitation instead.  

The company has a strong sense of social responsibility and community service and the staff 

are given the freedom to tailor services to the needs of the family. Because the staff are all 

licensed they have competency and proficiency to carry out due diligence, while the services 

are at times unique they are all within the regulatory requirements.  

 

Our mission at Smith’s is to help people of all faiths and beliefs create meaningful 

experiences that acknowledge and celebrate the life of a person who has died. We 

will do this in a caring, confidential yet sensitive manner that respects the dignity 

and worth of the deceased, honours both traditional rituals and contemporary rites 

and responds to individual financial circumstances or preferences. 
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Funeral Services Education Program, Humber College, Toronto 

 

Humber is a polytechnic college offering courses that combine academic study with 

professional vocational training. The college currently offers 170 courses over three 

campuses offering state of the art facilities designed to meet the specific needs of the 

course subjects. With working partnerships with industry and regulators, blended learning 

and access pathways results in a high success rate, with 87% of students gaining 

employment within 6 months of graduating and 90% of employers believing Humber 

graduates perform tasks accurately and pay attention to detail.26   

 

The Faculty of Health Sciences and Wellness provide the accredited programs of funeral 

education, which is required to obtain a license to practice. There are two types of 

qualification available, the Funeral Director Class 1 (embalming) qualification program and 

the Funeral Director Class 2 qualification program (non-embalming). Both programs have 

been developed to meet the regulatory requirements within a framework that meets a 

recognised level of education.   

Both programs are a blend of theoretical study, practical and work-based learning. The first 

year of the course being delivered in the college setting and the second year requires 

students to complete a full-time work placement alongside completing the remainder of the 

college program by distance learning. 

The teaching facilities are extensive, modern, and practical. There are labs for cosmetology 

and a fully functional working embalming room, with down draught embalming tables and 

sophisticated ventilation systems throughout the embalming facilities and cosmetology 

laboratory.  

The students receive practical tuition in the college alongside theoretical learning. Students 

use a mock home set to learn the practicalities of collecting a deceased from a home setting 

and learn safe and dignified deceased handling skills. A learning aid of a paramedic’s 

mannequin which is life size and realistic in relation to weight is used which allows the 

students to familiarise themselves with deceased handling in all types of scenarios.  

Other learning spaces include a casket room where students learn safe and dignified 

methods of dressing a deceased and placing them into the casket. Here they also learn 

about caskets and other products and the relevant legislation that applies to them.  

 

 
26 Humber College Key Performance Indicators 2018-19 

“We are the professionals in death care and have a responsibility to specialise in death 

and bereavement in order to be able to help families” 

Michelle Clarke Program Co-ordinator 
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Both programs are delivered in modules and include the following units:  

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Law 

Students learn about the 

legislation covering the 

funeral industry and the 

legal requirements 

operating a business and 

working as a licensee. 

Ethics 

The course builds 

concepts around moral 

dilemmas, challenging 

students’ responses. 

Examines overlapping of 

business and ethics. 

Topics covered include 

whistleblowing, sales, 

advertising, employment 

equity and diversity. 

Centred around the need 

for integrity and honesty 

due to how much business 

relies upon it. Students 

are encouraged to reflect 

on their responses.  

Grief  

Psychological concepts of 

grief and bereavement are 

examined along with types 

of grief. Delivering care 

and services. Special areas 

covered include children 

experiencing grief.  

Funeral Arranging 

Looks at giving services to the 

client from the point of the 

initial contact through to the 

funeral. Discussing etiquette and 

communication with the family. 

Focusing on multicultural 

considerations and explore 

options of tailoring products and 

services. Funding options and 

financial assistance are covered 

within this course.  

Reading and Writing Skills 

Developing critical thinking, and 

skills necessary to successfully 

complete the course.  

Embalming theory and procedures  

The course develops competencies 

in safe and dignified care of the 

deceased and highlighting the 

importance of informed consent by 

covering how to discuss embalming 

fully but sensitively with clients.  

Students learn about decomposition 

and post-mortem changes and how 

best treat them, with attention 

given to most common tissue 

changes and the presence of 

disease. Impacts and implications of 

refrigeration and delayed 

embalming are also discussed within 

the is module.  

Business Operations 

Students learn about the structures of organisations 

within the funeral industry and how they function in 

relation to one and other, looking specifically at the 

effects of competition. The relationships between 

business and staff is examined within this module too.   

Disease, Death and the Body 

Students learn anatomy of the human body and the 

course looks at the most common causes of death and 

the most typical effects each may have on the body.    

Cosmetology 

Students learn how to prepare a deceased, dressing 

and casketing as well as hair styling techniques.  

Introduction to Arts and Sciences 

This has an element of social sciences enabling students to develop an appreciation for social 

consciousness, examining identity and how our environment shape who we are. The students 

look at character and behaviour in relation to social expectations and cultural beliefs.  
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Bereavement Authority of Ontario, Toronto 

 

The Bereavement Authority of Ontario (BAO) is the regulatory body of the bereavement 

sector. It is a Delegated Administrative Authority (DAA) and like all DAA’s it is a not-for-profit 

organisation and is self-funding by licensing revenues. It is a relatively new organisation 

having been created in 2016 when it took over from the Board of Funeral Services. There 

seems to have been the intention to streamline industry regulation and consumer 

protection. The function of the BAO is to administer the law as set out in the Funeral, Burial 

and Cremation Services Act 2002 with the aims of increasing consumer protection and 

improving professional standards.  

The consumer laws that create Delegated Administrative Authorities mean that they must 

meet specific criteria of structure and governance, and the Ministry of Government 

department for consumer affairs remains responsible for oversight to the DAA’s. The BAO 

meets all the requirements of governance and which includes 10 Board Members 3 of which 

are selected by the Government Minister whose department is responsible for the 

oversight. There are a number of Directors and committee members who are entirely 

independent to the funeral industry mixed with appointed board members and committee 

members who are involved with the funeral industry.  

The BAO values its connections to the funeral industry but prides itself on being an 

independent structure. The Chief Executive, Carey Smith, is a retired Police Detective and 

that has no doubt shaped the investigative side of the organisation and detection rate of 

violations.  The Inspectors employed by the BAO have mostly all previously worked within 

the funeral industry which is seen as an important advantage when conducting inspections 

and investigating complaints, as it affords the inspector a unique insight of understanding of 

any given situation. 

The Bereavement Authority not only provides consumer protection but also strong and 

definitive direction for the funeral industry. As an organisation they are proactive and alert, 

responding to developing issues with decisive action.  
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Christchurch Crematorium Funerals, Christchurch. New Zealand. 

 

 

 

“We take our responsibility to bereaved families seriously, to us it is personal” 

Lynne MacNicoll 

 

The company was formed to answer a need for lower cost funeral options. It offers three set 

packages of services:  

The Essentials [package]:   includes transferring the deceased from the place of death, 

preparation of the deceased which includes washing and placing them into the coffin and 

the cremation. There is no funeral service and no visiting of the deceased.  

Family and Friends [package]:   includes transferring the deceased from the place of death, 

preparation of the deceased and cremation. This option allows the family to visit the 

deceased at the chapel prior to the cremation taking place.  

A Gathering [package]: includes the transferring of the deceased from the place of death, 

preparation of the deceased and cremation. This option includes a simple funeral service 

held at the chapel and the opportunity to visit the deceased before the funeral service.  

There are no optional extras, no limitations or restrictions, and no additional charges for the 

family. The costs are fixed as are the services included. The prices are advertised online and 

are well publicised. They have a policy to give written invoices prior to the funeral and 

payments are also required before or on the day of the funeral, but before the funeral takes 

place.  

The premises are located within an industrial estate, which is to comply with the laws 

relating to locality of crematoria not being in within residential areas. However, the building 

both externally and internally is simplistic and tastefully presented. They do not have 

mortuary or deceased storage facilities as this takes place off site at a traditional funeral 

director’s premises.  

The staff and management are not from a funeral industry background and have entered 

the profession specifically to work within this business, fully believing in and supporting 

what it stands for. Lynne MacNicoll is the Funeral Manager for the crematorium and her 

background is from banking and finance. She was particularly drawn to the funeral industry 

with a desire to make a difference due to negative personal experiences of the funeral 

industry both in the UK and in New Zealand. She is passionate about the work that she does 

and has an immense amount of consideration for the needs of the families. This is borne 

from herself having a unique perspective on how the bereaved are affected when things 

either go wrong or are poorly managed.  

Everybody deserves a good send-off 

Simply, good value funerals 
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The ACC, Wellington, New Zealand 

“Improving New Zealand’s quality of life”” 

The Accident Compensation Corporations (The ACC) was started in 1974. It is a Crown 

entity, which has a government Minister responsible for the Board that governs the ACC and 

it is run in accordance with the Accident Compensation Act 2001.  

The purpose of this Act is to enhance the public good and reinforce the social contract 

represented by the first accident compensation scheme by providing for a fair and 

sustainable scheme for managing personal injury that has, as its overriding goals, 

minimising both the overall incidence of injury in the community, and the impact of injury 

on the community (including economic, social, and personal costs)27 

The ACC provides a range of financial support, medical care, rehabilitation, and home 

modifications to New Zealanders should they get injured in an accident, become ill or 

injured from a work-related incident, or from medical treatment.  

One of the provisions for support is financial help if a person dies through an accident, work-

related injury, or disease or from medical treatment.  There are different types of help 

provided and these include funeral grants, survivor grants and childcare payments.  

The funeral grants and other bereavement related support is reviewed periodically but each 

increase annually in line with any inflation.  

The ACC has a department dedicated entirely to bereavement support due to the specific 

nature of the claims. However, the ACC acknowledges that the funeral directors do inform 

families of what they are eligible to apply for and then support families to make claims. 

Funeral directors also manage family’s expectations and handle issues where the families 

believe that they should be covered for some financial support. The ACC feels that the 

funeral industry provides a huge support in that sense, both to them and to the families and 

they greatly value that.    

 

 

 

 

 

 

 
27 S.3 The Accident Compensation Act 2001 (New Zealand) 
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Beauchamp Funeral Home, Palmerston North, New Zealand 

 
“It’s about helping people grieve healthily” 

Anthony Beauchamp 

 

Beauchamp Funeral Home is a family business which was started by Peter Beauchamp over 

42 years ago and although Peter is now retired and his son and daughter run the business, 

he is still very much involved in the decision making.  

 

The Funeral Home is spectacular. It is modern and it is designed to accommodate every 

possible need with ease. They have a sizable service chapel with its own sound and lighting 

system capable of hosting any type of funeral and a separate function suit with catering 

facilities. The arrangement rooms are comfortable and filled with information about the 

funeral home and bereavement support. The viewing rooms are peaceful spaces, and some 

have external access to allow families to come and go as they please without needing to 

access the funeral home.  

 

The family have always been progressive and taken an innovative approach to their 

business. They work with other independent funeral directors to share ideas and 

experiences to identify changing consumer needs and to develop new ways of working. 

From that working partnership a number of businesses designed and implemented an 

online funeral cost calculator which consumers can use to make their own funeral package 

with an immediate feedback on costs.  

 

The company places a significant emphasis on ensuring that the families get the funeral they 

need and stay within their budget. I spoke to Anthony Beauchamp who now runs the 

company, he has a social awareness which acknowledges that wider circumstances effect 

families differently when purchasing a funeral and he is mindful of this when finding new 

ways to work.  
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The Law Commission, Wellington, New Zealand 

 

I met with Kate Bridle the Senior Legal and Policy adviser at the Law Commission who was 

one of the advisers for the report Death, Burials and Cremation: A New Law for 

Contemporary New Zealand in 2015.  

 

The report was an in-depth review of their current Burial and Cremation Act 1964. It was 

found to be deficient and recommendations were made to repeal and replace the act to 

reflect the change in the supply and demand of funerals, burials, and cremations. The 

review also recognised the problems due to the change in the consumer trends and changes 

in how the funeral industry operates since the original act was created.  

 

They divided their study into four areas of interest, death certifications, cemeteries and 

crematoria, funeral providers, and burial decisions. Which resulted in the Law Commission 

recommending that any new act should reflect basic principles of; dignity of the deceased 

body, recognition of tikanga Maori, freedom of religion and belief, and legislative certainty 

and accessibility.28 

 

The New Zealand government are currently carrying out a review of the funeral industry.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
28 Death Burial and Cremation: A New Law for Contemporary New Zealand. The Law Commission October 2015  
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Legacy Funerals, Tauranga, New Zealand 

 

 
“We aspire to be a funeral home of choice for ALL families” 

 

Legacy Funerals is a unique funeral business in that it is owned by a charitable trust and all 

the profits go back into the community through a grant scheme.  

 

The original company owner made the decision in 2007 that he wanted to give something 

back to the community and he signed over his company to the community by creating a 

charitable trust. The only thing he retained ownership of was the building for which the 

trust rents from him. The funeral business operates exactly like a standard funeral business, 

but all the profits go to the trust who then distribute them to local causes and organisation. 

To date the company has donated $3.1 million back to the community.  

 

This organisation is built on the foundation of an ideal that people and community matter. 

That is the theme that runs through the entire business, aspiring to be a place that is 

accessible by everyone with their community and they put thoughtful effort to turning their 

aspirations into reality.   

 

The organisations operate around the values of respect, integrity, and kindness. This starts 

from within and is the basis of the relationships between the organisation and the staff and 

between staff themselves. The staff are valued, their opinions are heard, and their skills and 

talents are recognised.  
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Findings 

 

My fellowship confirmed to me that here in the UK we need to introduce laws to ensure all 

funeral businesses operate in an appropriate manner and to a standard which the public 

would expect. Drawing from my experience of the funeral industry in the UK and my 

fellowship findings I think it is vital that the regulation is entirely independent.  

 

Canada 

 

The Canadian government has enacted laws covering the funeral sector and each provincial 

area has their own variation, which fit in with their own social structures. British Columbia is 

covered by the Cremation, Internment and Funeral Services Act29 and Ontario is covered by 

the Funeral, Burial and Cremation Services Act 2002.30 The funeral sector have to comply 

and work within the these laws as well as consumer protection and business laws in order to 

operate a funeral business.  

 

Laws were put in place because it was recognised that the bereaved consumer is uniquely 

vulnerable and there was a need for consumer protection. They cover every aspect of the 

funeral sector, their services, and products. They ensure that a prescribed standard is met, 

they facilitate transparency, and they afford significant consumer protection. 

 

One observation that I was not expecting to be revealed was, irrespective of the regulation 

and rules for funeral providers to follow, Canadian society is underpinned by decency and 

morals, and they do not appear to have negative attitudes towards poverty and people from 

poorer backgrounds. In fact, the opposite was the case, it was the moral duty of those with 

more to uphold the dignity and respect of those less fortunate. This value was so strongly  

evident in businesses, organisations, and especially the individuals within them.  

 
Facility Requirements 

 

To operate a funeral business British Columbia the business needs to have adequate 

facilities for safe and dignified care of the deceased. These prescribed requirements take 

into consideration the diversity of business types within the funeral sector and has ensured 

the laws do not block entrants to the market. They have facility requirements for businesses 

that do not offer embalming, and requirements for those businesses that do offer 

embalming. However even those who do not offer embalming have to have access to, or a 

contract with, a licensed embalmer and still must meet the mortuary facility requirements.  

 

 
29 http://www.bclaws.ca/civix/document/id/complete/statreg/04035_01 
30 https://www.ontario.ca/laws/statute/02f33 
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Businesses not offering embalming must have at least one separate room for the care of the 

deceased which has:  

 

a) Clear signs from outside and only accessed by authorised personnel.   

b) Hot and Cold running water 

c) Well lit  

d) Ventilated to outside the building 

e) Constructed of non-porous surfaces and capable of being disinfected  

f) A mortuary table which is capable of being disinfected  

g) Storage for equipment and supplies 

h) Cleaning equipment and disinfectant  

i) Enough PEE (covering eyes, hands, feet) for every person working in the room 

j) First Aid kit 

 

When a business does offer embalming, it must meet those requirements but also:  

 

k) A second sink  

l) Continuous flow eye wash facility  

m) Supplies for the disinfection, preservation and restoration of human remains  

n) Sanitary drains for disposal of body fluids and chemicals 

 

All funeral providers must also have refrigerators suitable for storing deceased people.  

 

The legislation means that all businesses are offering an equal standard of facilities for the 

care of the deceased. This area of the funeral business is an area unseen by the bereaved 

family, so when funeral directors take the deceased person into their care this is part of the 

contract is carried out entirely on trust from the bereaved relatives. In the UK where there 

are no requirements of ‘back of house’ facilities, the facilities and the level of deceased care 

can vary greatly. This can lead to consumers not getting the services and care of their loved 

one that they think they are getting and are paying for.    

 

Every funeral home that I visited in Canada met these standards for facilities. Meaning that 

bereaved relatives were guaranteed to be accessing professional care and facilities for their 

loved ones.  
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Obligations for Business 

 

The obligations placed on business through the legislation is essentially legitimising the 

sector as professional business operators, which starts with business needing to have 

relevant business and public liability insurance covering all their locations. 

 

Funeral Homes are required to keep accurate records of all funerals that are carried out, all 

products that they sell and all pre-paid funeral plan sales. One funeral home that I spent 

time with took me through their administrative processes demonstrating how they meet 

each of the regulatory requirements relating to record keeping. They have records of their 

business for the last 70 years.  

 

“We can tell you the name of the person we did the first funeral for! We can tell 

you everything about every funeral we have ever carried out, all the older records 

are stored upstairs but should we ever need them we can access them easily. We 

have had people call up and ask for all sorts of information years and years after 

the funeral and it certainly helps having the records. We always been able to 

assist an inquiry like that. People process things at different rates and in different 

ways, at the time of the funeral, or even a short time after, they are not ready to 

know the answers or to process things further. We have all the details here for 

them when they are ready.”  

 

The professional practice of record keeping in this way makes the business easier to monitor 

and it offers safeguards to the consumer and to the funeral business too. But a relevant 

consequence that it has, is that it maintains a connection with the family, maintaining a 

record system for them to enable them to get details years after the funeral and for some 

people that is important. 

 

Funeral businesses have obligations when it comes to staff. A funeral business can only 

employ licensed staff. This ensures the staff have relevant competencies for their role and 

that they can meet the professional practice requirements of the administrative processes. 

This not only safeguards consumers but also places staff on an equal footing and prevents 

workers from being exploited, ensuring that they get paid properly for their skill and 

experience.  
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Consumer Protection 

 

The government in Canada recognised that bereaved consumers uniquely vulnerable 

identifying areas where consumers were at risk of exploitation and then created legislation 

to protect consumers. The funeral businesses, funeral professional, education providers and 

regulatory bodies all recognise and agree that consumers are vulnerable and need robust 

consumer protections.   

 

Price Transparency 

 

In Ontario, the provisions for pricing in the Funeral, Burial and Cremation Services Act 2002 

is extensive. Funeral business must by law have an up to date price list of all their services 

and products and they must make the price list available to the public. It is also part of the 

legislation that the price that is listed is the price that is paid by the family.  

 

In practice this has several positive outcomes for the consumer and the businesses 

themselves. Transparency is a major outcome, but not the only one. Every business I spent 

time with or visited in Canada without fail, gave me a price list to take away with me and 

every question that I had about pricing and sales was answered openly.  

 

All the businesses had well maintained websites with accessible and clear price lists. This 

meant that the public could look at their prices and services on offer. This encouraged 

innovation and progression. The businesses that I spent time with were all focused on 

finding ways to be relevant and competitive, and this was very customer focused. To remain 

competitive, funeral businesses pay a lot of attention to the needs of the bereaved, they 

identify what they can offer, or improve, to meets those needs rather than just have a price 

war.  

 

Cardinals Funeral Home in Toronto built fireplaces into some their visitation rooms to 

accommodate the needs of people from the Chinese community. Jim Cardinal the owner 

built a good relationship with the local mosque to provide facilities which meet the needs of 

people from the Muslim community. These things are one hundred percent consumer 

focused, but it is ultimately what makes the funeral home competitive within the funeral 

market.  

 

“Our bottom is line is not the bottom line and a large part of our success over the 

past 90+ years and four generations can be attributed to the deep connections we 

have formed in our communities and the trust that has been given to us.” 

Cardinals Funeral Home 
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Casket Sales 

 

In British Columbia and Ontario legislation requires all funeral homes to display caskets or 

examples of the materials to enable consumers to see what they are purchasing. There is 

also a requirement for the specifications of each casket to be displayed detailing the 

materials used and the features of the product.  

 

Along with the specification all caskets have a manufacturer code which must be displayed 

irrespective of what name the casket is given by the company. This allows the consumer to 

be able to identify the product. It enables the consumer to shop around and compare the 

prices of the exact product. This is a significant system that gives consumers the ability to 

assess if they are getting good value for money.  

 

The funeral businesses also must allow the family to source their own casket if they wish to. 

This has opened the market for dedicated casket shops that, are not funeral providers, but 

just sell caskets directly to the public. This type of business and the legislation provision that 

states that consumers must be allowed to source their own caskets, really does give power 

to the consumer to find, or negotiate, a more suitable price for the casket that they want. In 

the UK, the funeral business and manufactures of coffins work together, funeral business 

mostly does not, or rarely do allow a family to source a coffin themselves. And 

manufactures largely will not sell directly to the public, forcing consumers to purchase 

through the funeral director. With coffin purchase strongly linked to funeral package, being 

the lower costing packages are restricted to certain designs of coffins, consumers may find 

themselves forced to spend a lot more money to get the coffin type that is important to 

them.  

 

There are genuine concerns relating to quality of products that are acquired by a family and 

funeral homes would much rather families purchase through them. This incentivises funeral 

businesses to be competitive relating to products and options available. Some funeral 

homes had a wide variety of caskets across all price points, some kept the selection to a 

minimum and some offered alternative products such as cardboard caskets and rental 

caskets.   

 

There are big differences between the caskets in Canada and the British coffin. The 

Canadian caskets are well crafted and have multiple features. They can be made of solid 

wood or metal. Inside there is a soft mattress bedding system, some are motorised which 

enables the height and positioning of the deceased to be adjusted. There are hinged lids, 

solid lids, and lids with drawers in where items can be placed to stay with the deceased. 

People selling caskets need to have knowledge about each feature and be able to 

demonstrate the quality of the product. 
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Here in the UK the coffin is significantly important to the 

family, it is the only element of a funeral that a family will 

override the deceased wishes on and ‘upgrade’ to a ‘better 

quality’ coffin which is more expensive.  

 

Like in Canada, the UK funeral business name their caskets 

themselves and British coffins names are given to imply the 

‘quality’ of the product. A line of MDF coffins in a company 

could be: The Basic, The Chester, The Windsor, The 

Balmoral. Unlike Canada there are no requirements to 

detail the specification, materials, or features of the coffin 

so it is very difficult for the British bereaved family to 

measure the value for what they are paying for or if what 

they are paying for is a higher quality of coffin at all.  

 

False Advertising 

 

In Canada there is legislation that prohibits funeral 

providers, crematoria, or cemeteries from making misleading or false statements to 

consumers. This remedies an awful lot, from pricing transparency to descriptions of services 

and the need for them, to the quality of services, and also the general information going out 

to the public. This ensures businesses design their business model, services and products 

around the consumers’ needs and not making the consumers’ needs fit their business 

model.  

In the UK because there are no requirements to enter the funeral market as a new business, 

and no requirements for specific qualifications or training, it attracts new entrants to the 

market with no prior experience at all. They may not have experience, knowledge, or the 

facilities to offer aspects of services, this is particularly prevalent with deceased care. Some 

businesses then tell their clients, and the public through interviews in media publications or 

radio interviews that embalming is not necessary at all implying it is a money-making ploy by 

the ‘traditional’ funeral directors.  

In Canada it would a breach of the regulations and legislation to say that embalming is just a 

money-making ploy. A funeral provider would not be able to claim that embalming is not 

necessary service at all because there are benefits to the embalming process and embalming 

is very relevant to the funeral industry.   

Canadian Funeral professionals and businesses develop to meet the needs of the bereaved. 

The innovation is in finding ways to help the consumer by making the experience of losing a 

loved one and arranging a funeral healthier and as comfortable as possible for the family.  

British Coffins can be made of 

veneered MDF, solid wood, 

wicker, willow or cardboard.  

The veneered MDF is the 

most used and is the coffin 

offered with funeral packages 

(at-need or pre-paid).  

MDF coffins have plastic 

handles, similar satin frill 

material inside and are lined 

with a plastic material to 

prevent leakage. 

MDF coffins are designed to 

look like the traditional solid 

wood coffin.  

MDF Coffins are constructed 

from the same material it is 

the veneer that is different in 

colour and material.  
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Whereas in the UK, there is section of the funeral industry that is attempting to be market 

disruptors under the guise of progressive innovators but possibly to the bereaved 

consumers’ disadvantage.   

A provision in legislation like this also means that when advertising products such as caskets, 

any claims of superior quality would have to be accurate and factual.   

 

Before I visited each business, I studied their marketing material, websites, the products, 

and the services that they each offered. The expectations that was set through their 

advertising and from the descriptions of their marketing material were met when I spent 

time within the funeral homes and examined them in person.  

 

Regulation and monitoring 

 

Businesses are regulated and monitored to ensure they and the people that work for them 

are compliant with the law and that the consumers are protected.  

  

“That’s what it is all about, consumer protection, it [legislation] was put in place because 

it was recognised that consumers are so vulnerable. I can’t imagine having no regulation 

for the funeral industry due to the amount of violations that we do have.”  Mike Collyer 

Manager, Industry relations Consumer Protection BC. 

 

Consumer Protection BC is an organisation that specialises in regulating industries that are 

covered by regulations. When they were selected to regulate the funeral industry in 2004 

they had no knowledge of the funeral industry at all. They put together an advisory group 

made up of representatives of the funeral industry. The objective of the group was to offer 

advice on how the industry works and to offer advice on how things should be done. The 

inspectors learnt a lot and appreciated the input but, the group was disbanded once 

Consumer Protection BC was up and running with the regulation as it was found to be a risk 

of conflicts of interest.  

 

Having no conflicts of interest is important to the organisation. They are entirely 

independent from the funeral industry and do not employ people who have previously 

worked for the funeral industry or who have any connections to it. They view their role 

purely as administrators of the law.  

  

Consumer Protection BC regulates by a principle of education and then progressive 

enforcement. They do respect the funeral professionals and the regulator acknowledges the 

power that they have and the effect that could have on a business, so they strive to regulate 

with fairness and balance.  
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“Our inspectors have good working relationships with the funeral homes. They 

respect what the funeral directors do. Really, they do an amazing job. What they 

actually do and how they help people, they are amazing. They do take a great deal 

of pride in it and work hard. They are an essential service.” 

Mike Collyer, Industry Relations Consumer Protection BC 

 

The inspectors have several options to them when faced with a violation of the regulations. 

They can offer advice and request that the issue is rectified, they can fine the business, or 

they can close a business down. Education is normally the first goal then followed with 

progressive enforcement if it is necessary.  

 

They operate on a risk assessed basis and companies who 

fall into higher risk groups will receive more follow up 

inspections, some of them random and unannounced. High 

risk groups include businesses that sell pre-paid funeral 

plans, new businesses and businesses that have had 

previous violations. While they do deal with a lot of 

violations, they do not deal with a high number of consumer 

complaints, this may suggest that their working method of 

risk-based assessments an effective way of dealing with 

issues before they manifest into systemic problems that 

impact consumers.  

 

The Bereavement Authority of Ontario regulate by a 

principle of detection and enforcement. They feel that it is necessary to employ inspectors 

who have previous funeral sector experience, and who have done the job that they are 

inspecting. The benefits are widespread from the inspection process through to consumer 

complaints. The inspectors can make informed assessments on any given scenario that they 

encounter which helps to detect violations effectively, or equally, to be able to determine 

that there is a justifiable explanation for the situation they are looking into.  

 

An example was given to me regarding a case of a consumer complaint regarding the 

presentation of the deceased where embalming had been carried out. The inspector dealing 

with the complaint had previously held an embalmer license and had worked as an 

embalmer, they were able to understand what the bereaved consumer was describing and 

able to fairly investigate the embalmer. This not only ensures the consumer’s complaint is 

thoroughly investigated and dealt with, but it does offer safeguards to the embalmer too – 

particularly when they could potentially lose their license to practice.  

 

There are violations of the regulations in Ontario and the regulator does receive consumer 

complaints. But the fact that they were detecting the violations and rectifying them 

demonstrates effectiveness of the regulatory bodies, as well as the need for them. 

Regulatory Services are self-

financing. Funeral 

businesses are charged 

volume-based fees relating 

to the number of funerals 

that they carry out.  

Funeral Homes in BC funeral 

administration fee of $30 per 

funeral. This is paid 

quarterly.  

In Ontario funeral 

businesses are a ‘per call’ 

fee of $16 for every death 

that they register.  
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Consumers using pathways to complain and to get redress is possibly indicative of 

consumers having more awareness about funeral purchases and of their rights, this also 

suggests that they confidence in the complaints processes available to them.   

 

While both the regulators that I visited had a different structure and both take quite 

different approaches, they have both had to take action due to violations of the regulations; 

which has included advise and recommendations, fining businesses, and closing businesses 

down and revoking licences. However, the difference in the approach are in harmony with 

pace and structure the societies and communities which the funeral businesses are 

operating in.  

 

In context of the UK, any regulation would need to be a blend of both Canadian regulators 

but, it would have to be an entirely independent organisation from the funeral industry.  

 

Education 

 

My fellowship revealed to me the importance and benefits of education within the funeral 

industry. It was one of the areas that turned out to be the most significant of my findings. 

Education and training are the binding and essential factors of successful regulation, 

professional practice, and consumer protection.  

 

Benefits of Education and Training 

 

• Confident staff  

• Less stress amongst staff 

• Staff feel valued 

• Colleagues more able to trust and 

support each other 

• Better teamworking and sharing 

work loads  

• Employee equality  

• Competency in the workforce   

• Healthier working environments  

• Safer working practices  

• Consumer protection   

• Factual advice for consumers   

• Public trust  

 

 

Ensuring funeral sector workers receive adequate education and training for their role has 

multiple benefits. Firstly, it gives the funeral business, and the funeral staff, the competency 

to understand and meet the requirements of the regulations. In the UK, we do not have 

regulation but there are trade associations which businesses can join but it is not 

compulsory. The trade associations set codes of practice which they expect businesses to 

comply with. However, there is no mandatory training or education to ensure that people 

understand the required standards, or that they have the capability of meeting them.   
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A mandatory education system ensures all staff and business have a fair opportunity to 

meet any prescribed standards or regulation. When all employees meet the same level of 

training it ensures the regulator can measure everyone from the same baseline standard.  

 

Educated funeral professionals are knowledgeable enough to inform bereaved customers of 

all options available to them and any extra consideration relating to their circumstances 

specifically. This does go a long way to ensuring that bereaved families are able to access a 

funeral that is meaningful to them and affordable for them.  

 

At Humber college the Morals and Ethics Units are not only a mandatory module, but it also 

underpins all the modules within the program. Students are encouraged to reflect on their 

own views and actions, this develops critical thinking and an understanding of their personal 

responsibility within their role. This plays a vital role when they then work directly with the 

bereaved families.  

 

“If people come in with a budget, we will find a way to accommodate that. We know all 

the protocols and places for financial assistance. We are able to help families access 

those.” A Licensed Funeral Director, Canada 

 

Funeral Directors with a set level of training are more equipped to be able to meet the 

challenges of finding ways to provide customers with solutions to meet their needs when 

they are limited by a budget, which includes knowledge of what financial support may be 

available and how to access it. 

 

Where staff have received appropriate levels of training and all to the same standard, they 

are likely to feel more confident when carrying out their roles, display less worry about 

things going wrong and ultimately feel less stressed in the workplace. Staff who have 

completed a specific education program find it easier to trust colleagues and work better as 

a team and this leads to healthier workplaces, and better outcomes for consumers.  

 

Licensing 

 

The licensing of funeral staff and businesses plays a vital role in regulation compliance and 

consumer protection. Where funeral businesses and individual staff are required to hold a 

license to legally practice there are positive outcomes: 

 

• Confidence: funeral professionals who have attained an individual license to practice 

feel confident when serving bereaved families and they feel a sense of pride that 

they have achieved a standard set out by the government. This ultimately benefits 

the consumer by offering assurances that the person that they are relying on has the 

knowledge and skill to provide them with the services that they need.   
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“The fact that I can say to every family that I am a licensed funeral director helps a 

lot. It makes me feel confident in what I am doing. It tells the family that I have the 

competence to help them and it immediately builds trust which helps the family too, 

gives them more confidence to tell me their needs” A Licensed Funeral Director, 

Canada 

 

• Assurance: funeral business licensing and individual licensing offers an assurance to 

the public that they can access funeral services and funeral planning services which 

meets a set level of requirements and standards.  

 

• Accountability: when staff members must have an individual license to practice, 

they are less likely to breach rules and regulations or act in a manner which would 

jeopardize their own ability to work.    

 

• Diligence: when businesses and individuals have to have a licence to practice it 

encourages businesses to ensure they operate in a way that ensures they 

continuously meet the licensing requirements, and individual members of staff 

practice due diligence to ensure the advice and services that they are providing is 

correct and within the law.    

 

Effects of regulation on transparency and pricing 

 

Funeral businesses operating within the regulated funeral sector are more transparent, 

particularly about pricing. Every business that I visited gave me price lists without me asking 

and they talked openly about costs and pricing structures. Prices appeared on each 

company’s website, pricing queries would be responded to in any format,  

over the telephone, email or in person. Every client was given full pricing information either 

before or at the arrangement meeting. In the arrangement meeting pricing was discussed 

early on in the meeting in order to ensure the person making the arrangements can stay 

within their means. They were also likely at this stage to identify any circumstances that 

would be eligible for financial assistance and then proceed to help the family access that.  

 

In the regulated funeral sector, businesses have pricing structures and products that make it 

possible for people with low budgets to afford a funeral. And most funeral businesses were 

flexible and willing to provide parts of their services to families to enable them to have a 

funeral that means something to them and meets budgeting requirements. Cardinals 

funeral home allows families to use the facilities to wash and prepare their loved ones 

themselves. And all funeral homes will allow customers to purchase their own casket 

independently.  
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“I don’t understand why a business would want to be secretive about any aspect of what 

they do or their prices. That would just break the trust and ultimately that would hinder the 

family” A Licensed Funeral Director and Embalmer 

 

Every business that I visited made all areas of their premises open to me, including all the 

areas that would typically be non-observable to consumers. Every business that I 

encountered also stated that they would be happy to show customers their full facilities 

should they be asked.  

 

“It [transparency] ultimately makes families feel more comfortable and more able to trust 

us” A Licensed Funeral Director 

 

Every funeral business and organisation that I visited and every individual funeral 

professional that I met, all said that regulation was necessary. They acknowledged that 

customers were vulnerable, and they acknowledged that the funeral sector was able to 

exploit that if not regulated.  

 

“I couldn’t imagine an industry like this not being regulated. We need to be kept in check.”  

A Licenced Funeral Director and Embalmer 

 

 

Financial Support and Bereavement Benefits available in Canada 

 

 

Canada has the Death Benefit which is paid to the estate of the person who has died. The 

Death Benefit is $2500 and anyone who has paid into the Canadian Pension Scheme for 10 

years will be eligible for it.  

 

When there is not enough or no money in the deceased’s estate to pay for a funeral there is 

government assistance available in each province and sometimes directly from local 

municipalities.  

 

The significant difference between the government assistance for funeral costs in Canada 

and the government assistance for funeral costs in the UK, is that the assistance available in 

Canada is not dependent on the deceased or the family member arranging the funeral being 

a recipient of state benefits. In Canada people who are not receiving benefits in anyway can 

make an application for assistance.  

 

The application will involve assessing the deceased persons estate and what financial 

resources are available from the person responsible for arranging the funeral, as well as 

exploring any other means available to contribute to the funeral costs.   
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The government financial assistance will cover all necessary elements of a funeral on the 

principle that everyone in Canada has the right to a dignified funeral. After the funeral, the 

government has the right to recover the costs from the deceased persons estate.  

 

Licensed Funeral Directors are fully knowledgeable about all the financial help available and 

they can identify which avenue of financial assistance is available for the deceased and their 

family. They also guide the family through the application process.   

 

Ensuring the family has the financial means to pay for a funeral is a significant part of the 

Funeral Directors role. They openly talk about costs and budgets and will do this at the 

beginning of the arrangement meeting with the family. It is done respectfully, carefully, and 

mindfully. There is nothing crass about it or embarrassing, it is a matter of fact with the 

underlying objective of ensuring the family stay within their budget and are able to pay for 

the funeral.  

 

This is a key element of ensuring that funerals remain affordable.   
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Summary of Findings in Canada  
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Where legislation Prescribes for: i. Operating of Funeral Business  

ii. Licencing of Individuals and Business 

Premises  

iii. Consumer Protection  

iv. Education and Training  

v. Code of Ethics  

vi. Complaints Processes  

vii. Power to Inspections, Investigate and 

Monitor 

viii. Enforcement, disciplinary and Sanctions   

 

And the regulator is an independent, 

fair, and robust body that is 

responsible for:   

i. Inspection and Monitoring 

ii. Licensing  

iii. Complaint handling  

iv. Compliance  

 

When the regulator operates with: i. Fairness & Balance  

ii. Impartiality  

iii. Knowledge  

iv. Respect  

v. Equality  

vi. Discretion 

vii. Progressive Enforcement 

 

Leads to Funeral Businesses which are: i. Transparent  

ii. Honest 

iii. Consumer Focused  

iv. Progressive 

v. High Quality 

vi. Consistent Standards  

 

Benefits for Staff: i. Pride in the job role and profession  

ii. Adopts an ethical approach 

iii. Feels less stress  

iv. Better working relationships 

v. Confident  

vi. Knowledgeable  

vii. Skilled  

viii. Consumer Focused 

ix. Self-assessing 

x. Professional  
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Every funeral professional, every funeral business owner, and every organisation that I 

visited all without exception stated that regulation of the funeral industry is vital.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Outcomes for Bereaved Consumers: i. Confidence and trust in the industry 

ii. Able to make informed choices relating 

to products and services 

iii. Able to make informed choices relating 

to cost and affordability 

iv. More likely to explore different options 

available  

v. More likely to purchase funeral services 

that meet their needs and budget 

vi. More likely to be able to discuss 

financial difficulties and costs 

vii. Less likely to take on unaffordable debt 

to pay for a funeral 

viii. Pay for exactly what they get 
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New Zealand 

 

The funeral sector in New Zealand has similarities to the funeral industry in the UK. The 

funeral industry itself is similarly diverse as the UK industry. There are large private 

corporate companies, the independently owned and the new entrants. In addition to this 

there are outside organisations starting to offer people advise on funeral planning. 

 

Like the UK, New Zealand has no regulations covering the funeral industry, there are no 

requirements to have any specific training or qualifications to work within it and there are 

no requirements to enable someone to open a funeral business.  

 

Premises and Facilities 

 

There are no requirements for funeral premises or facilities in New Zealand, the only 

regulation that does cover premises is relating to Crematoria – cremation facilities must be 

a set distance away from residential areas. Like the UK, New Zealand funeral homes do not 

have to meet any specifications and do not have to have specific facilities.  

 

However, the funeral homes that I visited in New Zealand had outstanding premises and 

facilities, far beyond anything that I was expecting. It was in New Zealand that I experienced 

the most exemplary back of house facilities out of all my fellowship travels and from my 

experience here in the UK.   

 

The embalming room facilities in Legacy Funeral Home, a business owned by Legacy Trust, 

was the epitome of what an embalming facility should be. It was an embalmer’s dream, and 

it was, literally. The company strives to meeting the needs of the people within their 

community and has a goal to be the place of choice for the bereaved. When it came to 

updating the mortuary facilities, Kiri Randall, the General Manager worked with the 

embalmer, giving her almost a free reign to develop a professional and safe working 

embalming room and preparation facility.  

 

The facilities, design and the practicality were incredible. There was an adequate ventilation 

system, ceiling hoists, chemical storage, equipment storage, adequate floor space and good 

lighting. The materials used within the room meant that the floors and walls were fit for the 

purpose of the rooms functions and could be cleaned properly. It was immaculately clean. It 

was a working embalming room; it was also a pleasant environment to be in and 

somewhere that I would not have any reservations taking a family into. All the ‘back of 

house’ facilities where the deceased are cared for and prepared, the places where the 

families do not normally observe, were clean, bright, and very pleasantly designed. The back 

of house standard matched the areas that are accessed by the families and visitors to the 

funeral home. I would go as far as to say there was not a front of house and back of house, 
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it was one place, as a whole. A lot of thought had gone into practicality of the facilities and 

the aesthetics and what kind of environment it was for the people working in it.  

 

Beauchamp’s is a family owned business was another impressive purpose-built premise. The 

layout and the facilities were designed to enable families to use the building in the most 

comfortable way for them. The viewing rooms where families could come and spend time 

with their loved ones had an external access which enabled the family to come and spend 

time with their loved ones without having to be at the convenience of the funeral home, it 

also meant that the family could spend time with their loved ones after the funeral home 

had closed. For funeral services, the family and mourners entered the service chapel from 

the back and exited at the end of the service at the front passing the coffin on the 

catafalque and out into the gardens. During my time at Beauchamp’s funeral home they 

discussed their intentions to make additions and changes to their facilities recognising the 

changing needs of the bereaved.  

 

The facilities Christchurch Crematorium, which is positioned as a low priced, cost conscious, 

funeral provider was an excellent premise. Due to the nature of the business and it is 

operating a crematorium facility it had to be located on an industrial estate. Despite that the 

facility itself had been given a lot of thought and consideration as to how the premises was 

being used, and how it would best benefit the bereaved families. It was a simple and 

unfussy design; it was an above average facility and not one that I would readily associate 

with a ‘low cost’ provider. They did not have a mortuary facility or embalming room, but 

they partnered with another local business who did have those facilities, and an 

experienced embalmer to prepare and care for the deceased, the partnership also provides 

staff with support should they need it.  

 

Unlike Canada where there was regulations setting out specific requirements for facilities, 

the businesses that I spent time with did have similarities to their Canadian counterparts 

when it came to the premises and facilities, both were focused on the customer experience 

and had worked hard to find ways to the meet changing needs of the bereaved.   

 

Training and Education 

 

In New Zealand there are no requirements for funeral staff to have any specific training or 

qualifications for the job that they are doing. Like the UK there are training courses available 

for Embalming and Funeral Directing. The courses are facilitated by independent providers 

and are not regulated qualifications.  

 

I was unable to secure any meetings with the course providers or the trade association 

representatives for education.  
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While training and education was acknowledged by funeral providers as important not all 

staff had completed the industry’s vocational qualifications. There were some instances of 

staff who had not had any formal training having their own method of working. And within 

companies that all the staff had no formal training everyone was working very differently, all 

be it very passionate about caring for bereaved families. Not only will this create vastly 

different standards and quality, the outcomes for the consumer will vary too. In these cases, 

I also observed that staff lacked trust in other colleagues and felt a huge responsibility of 

ownership of their work with a lot of reluctance to relinquish or share workloads.  

 

Financial Support and Bereavement Benefits 

 

In New Zealand there are three main forms of financial support for help to meet funeral 

costs.  

 

1. The Government Funeral Grant  

2. Veterans Affairs Funeral Expenses 

3. ACC Funeral Grant  

 

The government funeral grant is provided from the Department of Work and Income which 

is designed to help those struggling to meet the costs of a funeral. It is asset and income 

assessed and those eligible can be awarded up to $2128.10 NZD31 which can be used to pay 

for elements of the funeral. It is similar to the Social Fund’s Funeral Expenses Payment in 

the UK.  

 

Veteran Affairs provides financial support for veterans and ex-veterans. There are eligibility 

criteria to meet such as the person applying for the grant must qualify for surviving spouse 

pension, to qualify for this pension the person who has died has died from injuries 

attributed to their service. If the all the criteria are met a grant of up to $2601.1832 can be 

awarded. The most similar support in the UK would be the funeral grants that are available 

from Veterans UK.  

 

The ACC Funeral Grant provides significant financial support covering funeral costs for 

particularly vulnerable bereaved families. They provide funeral grants covering the costs for 

people who die resulting from an accident, a work-related injury or disease, because of 

medical treatment or from a criminal act such as murder.     

 

All New Zealand citizens are covered by the scheme. Employers pay into the ACC which 

covers employed people and the government contributes to cover those who are not in 

employment.  

 
31 Work and Income New Zealand Funeral Grants  
32 www.veteranaffairs.nil.nz  
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There are different types of help provided when someone dies and these include funeral 

grants, survivor grants and childcare payments.  

 

Funeral Grants  Non-taxable one-off payment towards burial, 
cremation, and ceremonies in New Zealand or 
overseas.  
 
Families of Murder or Manslaughter victims  

$6,311.49 
 
 
 
$10,000 

Survivor Grants  Non-taxable one-off payment to the partner, 
children, or other dependents of the deceased 
person because of a disability 

$6,766.72 spouse  
 
$3,3838 per child 
under 18 

Weekly 
Compensation 

Paid to dependents who relied on the financial 
support from the deceased, paid for either 5 
years or until any dependent children turn 18 
year of age.  

80% of the 
deceased person’s 
earnings.  

Childcare 
Payments  

Weekly non-taxable payments to the child’s 
caregiver in the event of the death of a parent 

$143.89 one child 
 
$172.66 two 
children 
 
$198.51 three 
children 

 

The funeral grants and other bereavement related support is reviewed periodically but each 

is increase annually in line with inflation. The funeral grants do cover a significant 

proportion of the cost of a funeral, and it is possible to have a funeral in New Zealand 

staying within the amount of the funeral grant.   

There are gaps in the support. The ACC do not provide grief counselling services and do not 

cover deaths caused by Suicide. The ACC does recognise these gaps and due to the ongoing 

process of carrying out reviews of the service along with a willingness to adapt to the needs 

of society, gaps like these have more of a chance of being filled in.   

Working Together 

The ACC has a department dedicated entirely to bereavement support due to the specific 

nature of the claims. However, the ACC and the Funeral Directors have a strong and positive 

working relationship in which the ACC values and respects.  

Funeral Directors:  

• Act as a point of information for the public who are looking to make, or are making, 

a claim for funeral payments or bereavement benefits to the ACC.  
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• Have a high level of knowledge of the process and can identify those who are 

eligible.  

• Will advise bereaved families of their eligibility to ACC support for those who do not 

know of the available support.  

• Provide a strong communication link between the public and the ACC.  

• Manage expectations of families which either prevents or mitigates complaints and 

reduces stress on the families.  

• Handle issues where families are not eligible to make a claim but believe that the 

deceased should have been covered by the ACC.  

 

 

 

Why is this Scheme Significant? 

 

It is significant because it provides meaningful financial support for people who find 

themselves in circumstances beyond their control which can have a significant impact upon 

their lives.  

 

Experiencing a sudden death of a loved one, becoming suddenly bereaved, is the one of the 

most traumatic life experiences a person can go through. For the family, there is no time to 

prepare for it and the circumstances in which the death has occurred may also be traumatic.  

 

Sudden deaths can be caused by suicide, an accident, murder, or a major incident such as a 

terrorist attack. For a family, dealing with a sudden death presents the most unique 

challenges and major hurdles before the bereaved even contemplate arranging the funeral 

with a funeral director.  

 

There are other factors which contribute to the challenges for families bereaved in this way, 

such as the bereaved relative may have been present when the person died, witnessing the 

death, or they may have been a victim in the incident themselves. In this case the person 

responsible for making the funeral arrangements may be dealing with physical and mental 

injuries too.  

 

For some relatives they will have learned about the death of their loved one by a knock on 

the door from a Police Officer sent to deliver a ‘death message’ and in a split second that 

person’s life changes. Police Scotland’s training and development material state that 

families describe “receiving a death message as the most traumatic experience of their 

“Funeral Directors manage family’s expectations a lot and the ACC are very grateful for 

that.” Cheryl Gall. Principal Adviser, ACC. 
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lives.” For those required to inform someone of a death, it is described as the “most difficult 

and traumatic part of their job.”33  

 

As well as huge psychological impacts a sudden death has on a family, this type of death can 

have financial implications. The existence of the ACC scheme shows the awareness of the 

wider impacts of experiencing a sudden and unexpected death has on family life. And there 

is an importance placed on preventing a person or a family from being disadvantaged in 

society due to circumstances that are out of their control.  

 

In the UK we have no specific financial assistance help with funeral costs for people who 

lose a loved one specifically through a sudden death. Any financial support would depend 

on being eligible for other methods of financial support, such as the Social Funs Funeral 

Expenses Payment, the Bereavement Support Payment and Children’s Funeral Fund for 

England. Except for the Children’s Funeral Fund financial support largely depends on 

claiming, or being eligible for, state benefits. A system like the one provided by ACC is 

beneficial to wider society.  

 

The Bereaved Consumer’s Experience 

 

I spoke with two people in who had arranged funerals for their parents within the last 2 

years. They both shared their experiences with me, and I must stress that both people were 

not clients of any of the funeral businesses that I visited or spent time with.  

 

Consumer A 

 

I met with a lady who was a retired police detective in Rotorua whose Mum had died in 

2018 at her home just outside of Christchurch. The family had concerns over the final bill 

from the funeral director.   

 

The lady herself was one of 9 sisters who grew up on the South Island just outside of 

Christchurch. Her Mum and Dad had built themselves a hilltop home as a young couple 

which they called their own piece of paradise. When her Dad died over 10 years ago her 

Mum was in her 80’s and wanted to remain in her beloved family home and the family 

recognised the importance of her being able to do this. One of her sisters with the support 

of the others cared for their Mum at home for 10 years. When their Mum died, she was 95 

years old and died in the home that was so very special to her. The sisters decided it did not 

feel right to let a funeral director take her out of the home. They did not want her to be 

anywhere but at home. They decided that between them they would look after their Mum 

 
33 https://www.epolgroup.co.uk/pdf/30b-delivering-death-message.pdf 
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themselves and arrange the funeral themselves. They felt equipped and emotionally 

supported within the family to do this.  

 

One of the sisters was used to caring for their mum, so together they washed her and cared 

for her body at home. Another sister was a Nun, she arranged and delivered the funeral 

service. The one thing that they did not have was a coffin. They contacted a funeral director 

to ask to buy a coffin. The funeral director provided them with a coffin and told them that 

they could not arrange a burial themselves directly with the cemetery. They were also told 

that the cemetery would not allow them to arrive without a funeral director and hearse on 

the day of the funeral. The family had not planned to use a funeral director’s hearse but felt 

it would not hinder the funeral or take away from them as a family carrying out the funeral 

themselves. The funeral director arrived at the house and dropped a coffin off before the 

day of the funeral and then came back on the day of the funeral and used a hearse to 

transport their Mum to the cemetery. Everything else had been carried out by the family 

themselves.   

 

A week after the funeral the family received an invoice form the funeral directors for around 

$12,000 (£6000). The family was stunned. The invoice was totally unexpected and did not 

clearly indicate what the charges was for, there was no clear itemising and they struggled to 

get any definitive answers from the funeral directors.  

 

The funeral director told them that they had been ‘allowed’ to care for their Mum at home 

and that the charges were standard charges of a funeral director.   

 

The family had not been given any indication by the company at any point prior to the 

funeral that they were going to be charged this amount. There was no quote given at all. 

The family assumed that they would pay for the coffin and the use of the hearse because 

that is all the funeral directors provided. Everything else the family did themselves.  

 

There was nowhere the family could turn to for help to resolve it and they did pay the bill 

but felt that they had been taken advantage of.  

 

Consumer B  

 

I met with a gentleman in Wellington who runs his own business whose Mum had died in 

2018. They used a funeral director and he and his family felt incredibly grateful to the 

Funeral Director’s that supported them and cared for his Mum.  

 

His Mum had died suddenly from natural causes and her death came as a devastating shock 

to him, his sister, and his family. He recalled going to the funeral home to make the 

arrangements in shock and overwhelmed. He said that the funeral directors were the nicest 
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and most supportive people he could have hoped for and that they were so reassuring. He 

told me that he sat in the arrangement room with the funeral director and thought what 

wonderful people these people are, how they do the job they do is remarkable.  

 

The funeral directors prepared his Mum for the family to go and visit her, which included 

embalming. They dressed her in the clothes chosen by the family and reposed her in the 

chosen coffin. The gentleman went to see his Mum in the funeral home. He was so nervous 

about it and initially was not sure if he wanted to. But he said that he was extremely glad 

that he did. He described his Mum as looking beautiful when he saw her. He was very 

satisfied that his Mum had been well cared for which made him feel reassured. He did 

express that being able to see his Mum has made a significant difference to him and helped 

him a lot.  

 

He also expressed that the funeral cost around $12000 and that his family was fortunate 

that they were able to comfortably afford that. But he did say that he would not like to think 

that there are people who cannot afford a funeral or who have to go without important 

things like being able to visit their loved one in the funeral home because they could not 

afford.  
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Summary of Findings in New Zealand 

 

A sense of community and how society is structured is a vital component to how well 

functioning a self-regulating funeral industry is and how safe the bereaved consumers are in 

its care.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

When there are no statutory regulations: 

 

i. There is a reliance on societal structures 

which exist to support an equal and fair 

society.   

ii. It is essential that the communities are 

tight nit and supportive, which generate 

a sense of personal responsibility to the 

community.  

iii. There is not an equal playing field for 

businesses leading to some businesses 

being disadvantaged.  

 

When education or training is not 

compulsory: 

i. It is essential that there is a culture of 

personal responsibility and a positive 

attitude towards personal development.  

ii. It is important that there is healthy 

mutual respect within the industry as a 

whole and a willingness to support one 

another.  

iii. It is paramount that employers value 

employees and view a desire to train 

and gain qualifications as a benefit and 

not a threat.  

iv. It is not guaranteed that the products 

and services will be of the same 

standard.  

Funeral businesses in New Zealand society: i. Are largely consumer focused with a 

desire to innovate to meet the needs of 

the bereaved and run a successful 

business.  

ii. Are very aware of the differing cultural 

needs within their communities.  

iii. Have a sense of personal responsibility 

within their communities.  

 
The Bereaved and the Funeral Industry: i. Consumers are getting tired of the 

constraints and costs of the ‘traditional’ 

funeral and are welcoming innovative 

and more cost-effective options.  
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Conclusion 

 

Funeral poverty is a very British concept. A concept that feeds the industry and enables the 

real issue to hide in plain sight.  

The undignified and inhumane outcomes for families that cannot afford to pay for a funeral 

are as much about how our society is functioning as it is about the actual cost of a funeral. 

One of the biggest lessons that my travels taught me was that funeral costs and the effects 

of ‘funeral poverty’ is not just about an industry setting the pricing of funerals, there is a 

much wider issue. It is just as much about how we treat each other. My travels offered me 

an insight into the difference when a country’s social contract with its citizens is purposed to 

build a fairer society and respect that quality of life should be afforded to all not just the 

privileged.  

In Canada and New Zealand, they do not have bodies left in mortuaries for 14 months or 

families experiencing severe mental anguish over financing a funeral because the social 

contract of those countries just would not allow it.  

My fellowship confirmed to me that we do need regulation of the funeral industry in the UK, 

that education and training is such a vital component of consumer protection, professional 

practice, and safety that it should be mandatory.  

My travels found exceptionally strong evidence that legislation and regulation of the funeral 

industry is vital to control not just the affordability of funerals but also ensures quality 

standards and provides essential consumer protection. Education and formal training of 

funeral staff is the fundamental element which will enable businesses to consistently meet 

any required standards. Education also results in knowledgeable and competent staff who 

can offer more accurate information to the public and importantly, it leads to consumers 

being guided based on their needs and not the needs of the business.  

Everyone should have the right to be treated with dignity and care after they have died. 

Everyone should have a right to a dignified funeral that fulfils their own personal wishes, 

religious or cultural needs and meets the needs of the grieving family. Everyone has the 

right not to be harmed by the unaffordability of a funeral.  

This fellowship has shown me that that it is possible to even out the dynamic of the 

relationship between the bereaved and the funeral director, in order to protect consumers. 

This can be achieved by regulation of the funeral profession. And regulation can be achieved 

while allowing businesses the room to be innovative and successful.  
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Recommendations 

 

Regulate the funeral industry: The funeral industry in the UK needs regulation. There is 

enough evidence of issues relating to prices and practices being damaging to consumers 

spanning over the last 30 years, in the form MP’s and Members of the House of Lords raising 

concerns and calling for action, and media reports showing members of our communities 

suffering the inhumane consequences of not being able to meet the high costs of funerals.  

There is also evidence spanning over the last 30 years showing that attempts to remedy the 

concerns relating to the funeral industry have not worked, such as the Office of Fair 

Trading’s Inquiry in 2001. The escalation of funeral costs and the acceleration of the pace of 

the industry in the years since that inquiry clearly demonstrates that the remedies and 

recommendations of encouraging the industry to self-regulate did not work. And the fact 

that some of the exact same findings were highlighted in the Competition and Markets 

Authority Funeral Market Study initial report in 2018 it demonstrates clearly that these 

issues are exceptionally persistent.  

Any regulation of the funeral industry must be independent  

Legislation: Due to the persistence of issues and concerns relating to the funeral industry 

and the unique vulnerability of the bereaved, there is a need for laws to be put into place to 

protect such consumers. There is also a need to protect deceased people to ensure safe and 

dignified care is given to all deceased people.  

Creation of a Funeral Services Act, new legislation, covering the funeral industry specifically 

would be necessary to provide continuing consumer protection.  

However, there are also elements of existing laws such as The Consumer Protection for 

Unfair Trading Act 2008 – specifically Section 5. Misleading Actions – could be used to form 

any newly created and specific regulation.  

Engage Government Agencies: A funeral Directors day to day activity does involve the use 

of chemicals covered under the COSHH regulations, refrigeration units which may fall under 

certain regulations relating to servicing and documentation, clinical waste management, 

bio-hazards, notifiable diseases, and workers at a higher risk due to these exposures. These 

are things that are dealt with by departments such as the Health & Safety Executive and 

Environmental Health but, who have up unit now have little input into the funeral industry’s 

activities - this is perhaps due to a lack of awareness of the activities of funeral directors. 

Therefore, it would be vital for them to fully understand the relevant areas of a funeral 

director’s work and exactly what it entails in order to appreciate their need to engage 

proactively with the industry.  
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Education and Training: Education is pivotal component of a professional, well-functioning 

and consumer focused funeral industry.  

The current qualifications that are offered for Embalming, Funeral Directing and Funeral 

Arranging are provided by the funeral industry are not mandatory and recognised on any 

qualification framework.  

Due to the vulnerability of the consumer and the nature of the work of funeral staff it is 

imperative that there is a mandatory requirement for people working within the funeral 

industry have relevant knowledge and competencies. That can only be assured with the 

introduction of mandatory qualifications and training for each role. I strongly recommend 

that qualifications are developed as part of one of the qualification frameworks, either the 

RQF (Regulated Qualifications Framework) or the QCF (Qualification and Credit Framework).  

Roles that should require qualifications:  

• Funeral Arranger 

• Funeral Director  

• Embalmer  

• Funeral Service Operative 

• Funeral Service Managers /Owners  

 

All these roles competency and knowledge levels directly impact the bereaved, deceased 

persons and the wider public. Funeral Service Managers / Owners competency and 

knowledge levels also effect employees.  

 

Education programmes should include mandatory units for all funeral courses:  

• Morals and Ethics 

• Religion and Culture 

• Deceased care and Professional Practice,  

• Health and Safety  

• Infection Control 

• Bereavement Support and Care 

• Law  

  

Preparing staff for their role is an essential element of ensuring that operators in the funeral 

industry not only meet the competency levels required for their role but, where an industry 

has regulatory requirements training and qualifications give people have a fair chance to 

meet those regulatory requirements.  

The public believe that the funeral industry staff have specific training and qualifications, 

this demonstrates that the public feel it is need.  
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Deceased Care and Viewing of the Deceased: Viewing of the body, visiting the deceased 

person in the funeral home can be a psychological need for some people and it can affect 

how people cope with their loss.  

It should be a mandatory requirement that all deceased people are washed and dressed and 

reposed in their coffin in a dignified manner, regardless if the family is going to visit the 

deceased or not, and regardless of funeral package type / price. The only exception to the 

this is when the family themselves explicitly request otherwise. Or when there is a notifiable 

disease present which prevents or restricts handling of the body.    

It should be prohibited for a funeral company to refuse or prevent a family to visit their 

loved one. Visiting the deceased in the funeral home should be accommodated to 

immediate family members at the very least.  

It should be prohibited to prevent a family from visiting a deceased loved on ‘lower costs’ 

funerals packages.  

Where people are charging money for caring for a deceased person they should be 

obligated to provide first offices to the deceased and provide refrigeration for sheltering the 

deceased.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Page | 69 
 

Final Thoughts  

The costs of funerals and not being able to afford a funeral does not just effect people 

financially, it harms people emotionally and mentally, and can have a significant impact on 

how we cope with grief. How we cope with grief has a significant impact on our lives.  

The costs of funerals in the UK does not just effect people on benefits or those on low 

incomes, they effect every single person purchasing funeral services and products.  

The impact that the funeral industry and the costs of funerals have on society is significant 

and it is possible to remedy that. And we should take steps to remedy it because it is the 

right thing to do.  
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Appendix A 

Glossary of Terms 

Application for 
Cremation (Cremation 
Form 1) 

This is a form that is completed by the relative, near relative or the 
executor of the deceased estate, to apply for the body of the person 
who has died to be cremated.  
This is a statutory document which the person making the application 
for cremation signs, while it is acceptable for funeral directors to offer 
advice and guidance on the forms, this form should be completed by 
the person signing the form.  
The form also informs the relative of their right to inspect the medical 
forms and to formally request this. See Inspection of Medical Forms. 

Ashes  Ashes are the Cremated Remains of a person after they have been 
cremated.  

Ashes Casket  Contains the cremated remains, Ashes, which are the result of a body 
being cremated. They are typically made of wood and are rectangle in 
shape. The ashes are placed inside, and the bottom fixed in place with 
screws.  

Ashes Interment  Burial of Ashes (Cremated Remains) 

Bereavement Officer Every Hospital has a Bereavement Office that deals with the 
administrative tasks required after a patient has died while in hospital. 
Bereavement officers provide bereaved relatives with information 
regarding the issuing of medical certificates, cremation forms, the 
medical examiner, funeral arrangements coroners processes and 
chaplaincy services at the hospital. Bereavement officers also arrange 
for the Cremation Forms to be completed, liaise with the funeral 
directors, and arrange for the release of the body from the hospital.  

Burial  The process of placing a body into the ground, in a grave.  

Burial Charges  There are two main charges for burials, the burial fee and the Exclusive 
Rights.  
The burial fee is the cost of opening a new or existing grave and digging 
to the required depth.  
The Exclusive rights of burial is then purchased and is an additional 
cost, which gives the owner of the grave plot exclusive rights to that 
plot for typically 75 or 99 years. The owner will be provided with the 
Grave Deeds (Deed of Grant) which proves ownership and are needed 
when erecting a headstone or when opening the grave for additional 
burials.   

Casket  A casket can be made of wood, metal or mixed materials and has a 
hinged lid which can be one piece or, a two-piece lid. The casket holds 
the body which is placed inside and if it is a two-piece lid, it can be 
opened to allow the deceased to be seen from the waist up only.  

Catafalque  The raised platform that the coffin is placed on during the funeral 
service in the crematorium, usually surrounded by curtains which can 
be closed if desired at the end of the funeral service. There may also be 
options of the coffin moving through a curtain or being lowered out of 
sight at the end of a service, depending on the facilities available.  

Cemetery  A burial ground separated into plots with graves. Some cemeteries 
have memorial gardens and memorial walls. A cemetery may have a 
cemetery chapel and often cemeteries will also have a crematorium 
too.  
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Coffin  A coffin can be made of wood, cardboard, mixed materials, willow, or 
wicker and has a removable lid. It holds the body which is placed 
inside.   

Committal  The part of a Funeral Service that takes place at the crematorium to 
‘commit’ the body to be cremated.  

Coroner  A Coroner is an independent judicial officer. They are appointed by 
Local Authorities and work within specific areas called jurisdictions. 
They investigate deaths to determine the cause when the cause of is 
unknown, violent, or unnatural, or when someone has died in custody.  

Coroners Officer A Coroners officer investigates the circumstances of deaths under the 
direction of the Coroner. They can be employed by the Local Authority 
or the Police Force. Their main function is to assist the Coroner to 
gather all the information necessary to determine the cause of death.  

Cortege The Hearse and the vehicles that follow the hearse during the funeral is 
referred to as a cortege. 

Cremation A method of disposing of a body or body parts.   

Crematoria 
(Crematorium) 

A place where cremations take place. They consist of gardens of 
remembrance, a service chapel and cremation furnaces.   
There are two types of crematorium those owned by Local Authorities 
and privately owned businesses.  

Cremation Fee The fee charged by a crematorium for a cremation which usually 
includes the use of the chapel for the service / committal and the 
cremation of the body and return of the ashes. Some crematoriums 
may have additional charges for: longer time slots within the chapel, 
videos / pictures being displayed, music.   

Cremation Form 4 – 
Medical Certificate 

When a funeral is going to involve a cremation and the Coroner is not 
investigating the death, specific medico-legal documents are required 
relating to the circumstances and cause of death to enable the 
cremation to go ahead. These consist of two forms. The first is 
Cremation Form 4 – medical certificate. This can only be completed by 
Doctor (a registered medical practitioner with a license to practice with 
the General Medical Council) who attended the patient during their 
last illness. The Doctor who signs this form will be the same Doctor that 
completes the MCCD.  
 
Doctors need to view the body to complete this form. This examination 
takes place in the hospital mortuary / Hospice when the person has 
died in Hospital or a Hospice. When the person has died at home or in 
a care home the Doctor carries out this examination of the body and 
completes the forms at the funeral directors’ premises / or the 
premises of the organisation providing funeral services.  
 
There is a charge for this form which is at present £82.00 (for context it 
was £64 in 1998).  

Cremation Form 5 – 
Confirmatory Medical 
Certificate  

The Doctor who completes the Cremation Form 4 must arrange for a 
second Doctor to complete a Confirmatory Medical Certificate. This 
form offers assurances that the medical circumstances of the death is 
clear.  
 
The Doctor who completes this form must be a registered medical 
practitioner who is licensed to practice of at least 5 years. They cannot 
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be related to the first Doctor, cannot be a partner of the same practice 
or a colleague in the same clinical team. 
 
There is a charge for this form, the same as for Cremation Form 4, of 
£82 (for context it was £64.00 in 1998).  
 
(The Coronavirus Act 2020 has removed the requirement for this form 
to be completed in order for a cremation to take place).  

Cremated Remains Cremated Remains are the Ashes which are the result of a person being 
cremated. 

Death Certificate The Death Certificate produced by the registrar after the death is 
registered, it documents the date of death, the location of the death 
and the cause of death.  
These are needed to administer the deceased estate. More than one 
copy may be needed, and these can be obtained either at the time of 
registering the death or any time after.  
Often people confuse the Medical Certificate of Cause of death (MCCD) 
with the Death Certificate. These are two entirely different documents. 
The MCCD is what a Doctor produces to certify that the cause of death 
is known when the Coroner is not needed to investigate a death and is 
used to register the death and the Death Certificate is a copy of the  
entry of the death in the register.  

Deed of Grant (The Grave Deed) The document that shows the ownership of a grave 
and the duration of the rights to the grave. A Deed of Grant can be 
purchased with a new grave and it allows sole use of the grave by the 
owner for a set duration, e.g. 75 years or 99 years. Deed of Grant is 
also referred to as Grave Deeds and can be renewed or ownership 
transferred.   

Disbursements  A term used by funeral directors to describe payments that they make 
on behalf of the family. These can include Cremation fees, Doctors 
Fees, Burial Fees, floral tributes, obituary notices, ministers’ fees, or 
celebrant fees.  

Direct Cremation  The act of disposing of a body by the method of cremation without a 
funeral service.  

Doctors Forms  This is the term used for the two Cremation Forms that are completed 
by Doctors which are required before a cremation can take place when 
the Coroner is not involved with investigating the death. They are 
Cremation Form 4 (Medical Certificate) and Cremation Form 5 (The 
Confirmatory Medical Certificate), both are completed by Doctors who 
meet the requirements and obligations to be legal signatories on the 
forms.  
 
Cremation forms are a statutory requirement under The Cremation 
(England and Wales) Regulations 2008 and these forms and their 
protocols for completion was amended and made more stringent after 
the Shipman Inquiry.  

Embalming The process of sanitizing and preserving a body by using specifically 
formulated chemicals to enable the best possible presentation of the 
person who has died.  

Embalmer  A person who embalms and cares for a body after death has occurred. 
An embalmer is also responsible for the safe operation and 
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management of the mortuary environment, have knowledge of COSHH 
regulations along with biohazards and infection control.   

Floral Tributes Flowers and wreaths which are placed into the hearse with the coffin, 
on and around the coffin.  

Form 100A (Form A)  When a death has been referred to a Coroner and they consider that it 
is unnecessary to investigate the death and a Post Mortem 
Examination on the body has not been carried out, he/she will 
complete a Form A which will be sent to the Registrar. This formally 
confirms that the death has been reported, it will give the cause of 
death and state that it is not necessary for the coroner to take any 
further action. The Doctor will then be instructed to complete the 
MCCD.  
 
The Completion of Form A ‘releases the body’ to the family, meaning 
that they can make the funeral arrangements and register the death.  

Form 100B (Form B) 
(Pink Form) 

When a death has been referred to the Coroner and a Post Mortem 
Examination has been carried out which has found that the death was 
of natural causes, which will mean that an inquest is not required, the 
Coroner will complete a Form 100B and send it to the registrar. It 
states the cause of death that was found by the pathologist and 
replaces the Medical Certificate of Cause of Death (MCCD). 
 
Form B ‘releases the body’ to the family, allowing them to make 
funeral arrangements and to register the death.  

Funeral  A ceremony to honor a person’s life and death and mourners attend to 
pay their respects to the person who has died and their family, which 
involves typically a cremation or a burial. 
 

Funeral Arranger  A person who is employed to make funeral arrangements with 
bereaved families. They are mostly office based and commonly part-
time members of staff.  
 

Funeral Director  A person who arranges and/or conducts a Funeral Service.  
  

Funeral Service  A ceremony to honor a person’s life and death and mourners attend to 
pay their respects to the person who has died and their family. 

Funeral Service 
Operative  

A person who is employed by a funeral business to carry out the 
manual tasks relating to the funeral business, such as collection and 
transportation of deceased, dressing deceased, fitting coffins, driving 
funeral vehicles.    
 

Grave Deed The document, known as the Deed of Grant, that shows the legal 
ownership of a grave. They are bought when purchasing a grave and 
give the ownership for a set period of time, often 75 years or 99 years. 
If a Grave Deed has been acquired no-one but the named owner can 
use the grave for the set period. Grave Deeds can be renewed, and the 
ownership transferred.   
 

Grave A plot of land which is dug to a particular depth, length, and width for 
the purpose of burying a body. A grave is the final resting place for the 
person who has died.  



 

Page | 74 
 

Green Funeral Is a natural and environmentally conscious way of caring for a 
deceased and laying them to rest. A green funeral will only use 
environmentally friendly / biodegradable coffins and shrouds and the 
body is not embalmed. This type of funeral doe does not involve a 
cremation but instead opting for a burial. The burial is within a 
woodland or conservation area that returned to nature after the burial, 
and this means that there will be no ‘traditional’ headstone or grave 
marker.  
 
Green funerals can also be referred to as natural burial.  
 
There are some dedicated natural burial cemeteries in the UK and most 
Local Authority owned cemeteries also have sections for 
woodland/natural burials.  

Hearse  A specialist vehicle with an extended chassis which enables it to carry a 
coffin. They are commonly black but can come in other colours such as, 
silver, burgundy, dark blue or dark green. Inside the vehicle there is a 
‘deck’ which is normally wood effect in appearance which the coffin is 
placed on and secured into place and flowers are placed on the decking 
down each side of the coffin. The British Hearse has large rear windows 
allowing the coffin and floral tributes to be clearly viewed.  

Horse Drawn Hearse 
(Horse Drawn Funeral)  

The horse drawn hearse is a glass sided carriage that is driven by 
horses, typically as pair but can be teams of four or six horses. 
Carriages are typically black or white and the colour of the horses will 
match, black horses will drive black carriages and white (grey) horses 
will drive the white hearse. The horses used care often Friesians (which 
are only Black) but lots of other breeds are used such as, grey 
Andalusians and Shire horses.  
 
Most funeral directors hire in the services of a horse drawn carriage 
company but there are one or two funeral businesses in the UK that do 
own their own horses and horse drawn hearses.  

Implantable Devices 
which may cause 
problems for Cremation 

Certain medical implants may cause a risk to machinery or life during 
the cremation process, due to them possibly exploding during the 
process or posing other risks such as radiation. Some hospitals will 
automatically remove or deactivate certain devices, such as removing 
fixion nails or deactivating an Implantable Cardioverter Defibrillator.  
 
Implants that pose a risk and should be declared are:  
 
Pacemakers  
Implantable Cardioverter Defibrillator (ICD)  
Ventricular Assist Devices (VADs)  
Hydrocephalus Programmable Shunts 
Implantable Drug Pumps  
Fixion Nails  
Neurostimulators  
Bone Growth Stimulators  
Radioactive Implants  
Radiopharmaceutical Treatment  
Any other battery powered or pressurised implants 
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The most common device is a standard pacemaker which is not 
routinely removed by the hospital and this is removed by the Funeral 
Director. At this time in the UK there are no regulations to ensure that 
these surgically fitted devices are removed by suitable trained or 
qualified personnel.  
The removal of some of these devices, such as pacemakers, are part of 
the British Institute of Embalmers (B.I.E) training for embalmers, but 
not all companies employ embalmers.  

Inspection of Medical 
Forms 

The relatives or executor of the deceased have a right under Section 22 
of The Cremation (England and Wales) Regulations 2008 to Inspect the 
Medical Forms (Cremation Form 4 and Cremation Form 5) which have 
been completed by Doctors and to make representations about any 
contents of them to the Medical Referee. The Relative or the executor 
also has the right to nominate someone else to do this on their behalf.  
 
To apply to inspect the forms or to nominate a person to inspect them 
the relative would need to complete part 5 of the Application for 
Cremation form. Once the crematorium has received all the 
documentation, they will contact the relative or the nominated person 
from the details given, they will then have 48 hours from the point of 
notification to inspect the forms.  

Interment  Burial of a body  

Inquest  An inquest is a fact-finding inquiry that is held publicly in the Coroners 
Court. The family of the person who has died can attend the hearing. 
People can be called to give evidence at Coroners Court if they are 
believed to have any factual information relating to the inquiry. The 
Inquest can be held with or without a jury.   
 

Medical Certificate of 
Cause of Death (MCCD)  

An MCCD will be issued by a Registered General Medical Practitioner 
when:  

• The cause of death is known, the cause of death is natural and 
when the death does not require reporting to the Coroner. 

• The Doctor has attended the deceased during their last illness.  

• The doctor has seen the deceased within the last 14 days or 
viewed the body after death.  

 
The MCCD is needed to be able to register the death with the registrar.  
 
(the requirements of who can complete the MCCD have changed under 
the Coronavirus Act 2020. Under the emergency provisions:  
 

• A medical practitioner who has not treated the deceased 
during the last illness can complete a MCCD. 

• When a Doctor (does not have to been the one that signs the 
MCCD) has attended the deceased within the last 28 days 
before death or 28 days after death – the death can be register 
with the MCCD that has been completed.  

• If the deceased has not been attended by a Doctor within 28  
days prior to death and the body has not been viewed by a 
Doctor within 28 after the death, the death must be referred 
to the coroner – and if the coroner is satisfied that there is no 
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need to investigate he/she will issue a Form 100A which will 
allow the death to be registered.    

Medical Examiner Is a Senior Medical Doctors who are also trained in the legal 
requirements of the Death Certification process. Their role is to 
scrutinise each death that has is not reported to the Coroner. 
 
At this moment they are only providing medical examiner services in 
Acute Hospitals but there is an intention to develop medical examiner 
services to cover community deaths.  

Medical Examiner 
Officer 

A Medical Examiner Officer carries out the administrative tasks on 
behalf of the Medical Examiner, such as retrieving the patients’ 
medical records, locating tests results, and they are a point of contact 
to the bereaved family. They also officer advice to Doctors on 
completing the MCCD and / or if a death should be referred the 
Coroner.  

Mortuary A mortuary is where deceased are kept.  
 
A Hospital mortuary consists of large refrigeration capacity, and a 
postmortem examination room with specialised facilities to enable safe 
examination procedures to be carried out.  
 
They provide storage facilities for the deceased when the death has 
occurred in the hospital, until the family choose a funeral director.  
 
The carry out hospital post mortem examinations with the consent of 
the relatives. And hospitals also provide services to the Coroner and 
have the facilities to carry out forensic post mort examinations.  
 
All hospital mortuaries are operated and managed by a Mortuary 
Manager and Anatomical Pathology Technologists, all of whom are 
specially trained and hold specific qualifications. All hospital mortuary 
department that carries out post mortem examinations are also 
Licensed with the Human Tissue Authority (HTA) and will have one or 
more members of staff designated under the HTA license.  
 

Natural Burial  It is a burial of a body lays the body to rest with the intention to return 
the body to the earth or to become part of nature. There is serious 
consideration to environmental friendliness. For the Natural burial 
there will not normally be embalming, may not use a coffin but instead 
a biodegradable shroud. Often the areas of natural burial sites will also 
be thriving with wildlife.   
 

Obituary  This is a public notice informing of the death of a person. They were 
traditionally printed in the local newspaper but now they are also 
published online and are commonly referred to as a Death Notice. 
 
They used to follow a very rigid template that gave basic factual details 
of the person who had died, where they had died, the family that they 
leave behind and go on to give the funeral details. While they do still 
follow that template to a point they are also becoming a more personal 
account of a person’s life too.  
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Funeral Directors arrange for the obituary to appear in a certain paper 
or on a particular online platform, but the family can also do this 
themselves if they so wish – and they do not have to stick to a set 
template for it.    

Parish Cemetery  A Parish Cemetery is operated by the parish council. They are typically 
smaller than Local Authority Cemeteries and are often in the grounds 
of the Parish Church. Parish Cemeteries often have higher burial fees 
and are mostly only available to parish residents but, where they do 
allow residents from outside the parish the fees are often exceptionally 
high. Due to them being a Parish Council they are not covered by the 
Local Authority Ombudsman which means there is little redress or 
accountability for the public to challenge the terms of use and charges. 
  

Private Ambulance  A vehicle used by funeral directors to transport deceased on journeys 
other than the funeral, such as from the place of death to the funeral 
directors’ premises.  
Private Ambulances are commonly a Van that has been fitted with a 
floor with anchor points to secure the stretcher or a coffin. Although 
some use estate cars and other types of vehicles with the back seats 
folded down or completely removed. Some also have the term ‘Private 
Ambulance’ displayed on the outside of the vehicle.  
 

Post Mortem 
Examination  

Post mortem is a Latin term meaning ‘after death’ and a post mortem 
examination (also known as an Autopsy) is the examination of the body 
after death. The purpose of these examinations is to determine the 
cause of death. They are carried out typically in Hospital mortuaries by 
Pathologists who are assisted by Anatomical Pathology Technologist.  
 
A post mortem examination involves removing the organs of the body 
to enable each to be examined thoroughly. They are returned to the 
body and are only retained with the knowledge and consent of the 
next of kin.    
 
There are four types of post mortem examination: a Hospital post 
mortem typically carried out by histopathologists (specially trained 
Doctors); a non-invasive post mortem which involved CT or MRI 
scanning of the body this may be carried out by consultant radiologists; 
a minimally invasive autopsy, consists of a CT / MRI scan with targeted 
biopsies; the Forensic post mortem which are carried out as part of a 
criminal investigation by very specialist pathologists.     
  
Post mortem examinations are either ordered by a Coroner or 
requested by a Doctor. When a Coroner is involved, they do not 
require consent from the next of kin for the post mortem to go ahead. 
However, if a Doctor would like a post mortem examination to be 
carried out (to understand the cause of death or learn more from it) 
consent must be obtained from the next of kin.   
 

Registrar Is a person who registers Births and Deaths or registers Marriages. 
They are employed by the Local Authority and they work within the 
regulations of the Births and Deaths Registration Act 1953. 
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Urn  The same purpose as an Ashes Casket. They hold the cremated remains 
known as Ashes of a person after they have been cremated. Urns can 
be made of metal, marble, stone, or other materials. They are typically 
cylinder shaped with a lid; however, they can be a variety of shapes 
colours and designs.  

 


