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We work very hard to make sure that you never have 
any reason to complain about anything we do.  If you 
feel we have let you down and need to make a 
complaint please let us know as soon as possible.  It is 
important you tell us as soon as you can so we can 
address your complaint. We will investigate and offer 
a solution or resolution. 
 

First Instance 
As soon as you are able please bring your complaint 
to the attention of your funeral arranger or the 
person you are dealing with.  Your complaint can 
either be verbal or written in its nature.  In the first 
instance they will listen to your complaint and 
establish its merits.  On establishing a legitimate 
complaint our staff will try to and resolve your issue 
to your satisfaction. 
 

Second Stage 
If, after raising your complaint with your point of 
contact, you do not get a satisfactory outcome you 
can ask for the complaint to be escalated to 
managerial level.  Our office manager will investigate 
your complaint and talk to you about your concerns.  
At this stage we would need you to tell us what you 
would expect from us to resolve the complaint. 
 

 



 

Third Stage 
If you are still unhappy with how your complaint has 
been dealt and a resolution has not been found, you 
can ask for the managing director to oversee the 
process.  We would arrange a meeting to discuss your 
complaint and discuss how we can resolve the issue to 
everyone’s satisfaction. 
 

Independent Arbitration 
We are members of SAIF (The National Society of 

Independent and Allied Funeral Directors) who operate 

an independent complaints arbitration scheme.  If you 

feel that we have not been able to adequately answer 

your concerns or deal with your complaint to your 

satisfaction you can refer your complaint to this 

scheme.  Contact details and how to engage the 

process can be found on the next page. 
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Here are 3 steps within the complaints process 

 

1. Conciliation 

This is where the funeral director’s own complaints process is instigated 

and works with the client to resolve the complaint. 

 

2. SAIF’s Professional Standards Committee 

If the client is unhappy with step 1, they can proceed to SAIF’s 

Professional Standards Committee, where the complaint will be 

investigated and adjudicated. 
It should be either emailed to standards@saif.org.uk or posted for the 
attention of the Professional Standards Committee, SAIF Business Centre, 
3 Bullfields, Sawbridgeworth, CM21 9DB. 

3. Arbitration 

Clients unhappy with the outcome of step 2 can approach CEDR via SAIF 

for arbitration. This is a formal and legally binding process where the 

dispute is resolved by the decision of a nominated third party called an 

arbitrator. Once the arbitrator issues their award it is legally binding and 

can only be appealed in the courts on very rare occasions. This process is 

conducted entirely in writing.  
A client taking a SAIF member to arbitration will have to pay a fee of £100 
to SAIF to action the arbitration process with CEDR.  This sum  will be 
returned if the claim is successful. This is to protect SAIF members against 
malicious claims motivated solely by money. 

 
 

https://saif.org.uk/about-saif/complaints/ 

mailto://standards@saif.org.uk

