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K E E P  U P D AT E D 

The COVID-19 situation is 
changing rapidly across the UK, 
and guidance to funeral directors 
is developing in response. Below 
are links to some of the best 
sources to help you keep up to  
date with the latest news, 
guidance and support.
 
gov.uk The UK Government’s 
website contains advice for 
funeral directors and, following 
the Chancellor’s statements on 
business schemes, can be used  
to find support you may be  
eligible for.
 
gov.scot The Scottish  
Government has released 
COVID-19 guidance for  
funeral services.
 
northernireland.gov Information 
available includes a daily update 
from the Executive.

DMAG2020.org The Deceased 
Management Advisory Group is 
formed of associations across the 
funeral and death care professions. 
The site has a section specifically 
aimed at funeral directors, giving 
regularly updated news and advice.
 
SAIF.org.uk SAIF’s homepage 
and news section allows you to 
check for the most important 
information at a glance. SAIF 
has used the site to get various 
messages out to Independents, 
from messages for funeral 
directors in specific areas of 
the country, to providing a 
questionnaire on PPE to help  
press for action on shortages.
 
SAIF Support SAIF provides 
counselling for you and your 
staff at this difficult time on 
0800 077 8578 or saifsupport@
professionalhelp.org.uk.
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T E R R Y  T E N N E N S
SAIF CHIEF EXECUTIVE

LEADER

National President
Lockdown across the UK has changed 
the very expectation of how our National 
President, Mark Porteous, has engaged 
with members, which would usually 
occur with our regional meetings across 
England, Wales, Scotland and Northern 
Ireland. Also, kindred associations would 
host our President. All of this cannot 
take place in person at present.

Consequently, the National Executive 
Committee voted unanimously for Mark’s 
Presidency to be extended through to the 
March 2022 AGM. This will of course, be 
ratified at the AGM in 2021 by members, 
along with all the officers of SAIF and 
Executive Members.

I am grateful for Mark’s service and 
support as National President during 
these intense and demanding times faced 
by members of SAIF.

COVID-secure offices
Some members closed their offices 
during the peak of the pandemic. This 
was based on their risk assessments. 
Other funeral homes kept their staff 
team operating, based on two teams 
working alternative days or weeks from 
the office and home, in order to minimise 
the business impact should staff contract 
the coronavirus.  

As the spread of the first wave 
regresses across the UK, funeral directors 
have decided to allow viewings of non-
COVID-19 deceased in their chapel 
of rests. Other members, after careful 
consultation with their embalming team, 

did embalm COVID-19 deceased and 
allowed regulated viewing for next-of-
kin with limited numbers.

PPE and body bags have been in 
short supply, which is important as 
we consider Government advice to be 
prepared in the likely event of a second 
wave. There are four dominant schools 
of theory among the epidemiologists 
about where and when a second wave 
may occur.  

The use of limousines has been 
discussed by SAIF, especially in light 
of Perspex dividers to be fitted, and 
with the support of DMAG (Deceased 
Management Advisory Group) and 
Simon Bloxham, SAIF’s Health and 
Safety advisor, we have produced 
guidance notes in the SAIF email 
bulletin of June 4, accompanied with a 
risk assessment form to guide you. This 
remains a member’s decision to do so.

There are several factors to this, 

including the spread of infection rate, 
known as the R number, and how society 
at large keeps to the social distancing 
rules. Please keep vigilant on advice from 
the Government and SAIF bulletins and 
be prepared to shift to  virtual operations 
and managing your families if restrictions 
deepen in your region. Communicate 
clearly to your staff and clients.

Review what you would do differently.  
What worked well? How do you better 
ensure the safety of your staff and 
clients? Conduct risk assessments for 
safe business operating; from removals, 
internal administrative staff processes 
and client engagement, to deceased care 
and funeral event implementation.

Watch out and sign up for online 
regional meetings and webinars
SAIF regional meetings have gone 
online, and we encourage our members 
to connect. The President and I can give 
first-hand timely updates, as well as 
provide a forum for you to share local 
issues. Do watch out for the invitations 
and website for these meetings.

SAIF has been active in creating 
weekly webinars with Executive Member 
Ross Hickton, sharing how his firm has 
managed in the peak of COVID-19 in the 
West Midlands; Catherine Betley from 
SAIF Support and SAIF Care on how 
to provide support to staff and clients 
during COVID-19; and Declan Maguire 
on building a technology-friendly office 
for clients and staff. These are all 
available on SAIF’s YouTube channel, 

Are you prepared 
for a second wave?

Now is the time to take stock of how things have been done in recent weeks, and to 
ensure the safety of staff and clients in the event of a second wave of COVID-19

 KEEP 
VIGILANT 
ON ADVICE 
FROM THE 
GOVERNMENT 
AND SAIF 
BULLETINS 
Terry Tennens
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so contact the SAIF Business Centre for 
more information: info@saif.org.uk

Equality and diversity
T h e  p a s t  m o n t h  h a s  s e e n  m a s s 
demonstrations across America, some 
violent, many peaceful. In the UK, this 
shared concern has awakened a common 
bond in matters of racial equality and 
rightful opposition to violence and racial 
injustices that affect society, including in 
the workplace. 

The UK legislation for equality and 
diversity comes predominantly in the form 
of the Equality Act 2010. The act pushes 
for a consistency across the board, so that 
employees and employers all comply with 
the laws to create fairer workplaces all 
over the country.

It promotes equality in the areas of nine 
protected characteristics – age, disability, 
gender reassignment, marriage and civil 
partnership, pregnancy and maternity, 
race, religion or belief, sex and sexual 
orientation – in order to promote equality. 

As well as this, the Human Rights Act of 
1998 which incorporates the rights set out 
in the European Convention on Human 
Rights (EHRC) exists to reduce inequality 
and discrimination, both problems that 
crop up in the workplace.

Not long ago, discussions took place 
among the Presidents of SAIF that we 
needed more women and more ethnic 
diversity on the National Executive 
Committee. We are keen to see this 
happen. Furthermore, SAIF Business 
Centre will be developing resources for 
members in equality and diversity, not as a 
tick box exercise, but to reap the rewards 
and benefits of a diverse workforce and 
National Society.

Keep up the brilliant work you do. 

Best wishes,

terry@saif.org.uk

# I N D E P E N D E N T G O O D B Y E S
Members have been working hard to create  
special services during the COVID-19 crisis…

A good goodbye
Derek LeFevre was a much-
loved father, grandfather and 
great-grandfather. A career as a 
well-known specialist plasterer 
working in stately homes was 
followed by retirement years as 
a popular character at a Norfolk 
equestrian centre. Given the lives 
he touched, Derek’s funeral would 
have been very well-attended but 
restrictions meant his service 
was much smaller. However, a 
live webcast allowed relatives in 
Majorca, Ibiza and New Zealand 
to watch the service.

Despite the restrictions, 
Derek’s daughter Sandra has 

been able to see the positive 
side: “The service felt so positive 
in that we were still able to 
celebrate his life. All my relations 
who viewed the service online 
said what a lovely service it was. 
We all had so many messages on 
our phones from family who were 
watching so it felt like they were 
with us. 

“We feel grateful to Rosedale 
Funeral Home for making the 
funeral run as smoothly as it can 
and offering a way for our family 
members that couldn’t be there to 
watch and feel part of it. I really 
felt looked after in everything we 
went through.”

Thank you
Jennifer Bryant-Pearson sent the following email to SAIF to thank 
member Rachel Pickard of W J Wrights in Worcestershire.

“I wanted to write to express my personal thanks for the way in 
which one of your members handled the funeral for our very close 
friend, Joachim Roeser, which took place yesterday in Worcestershire.

“Rachael Pickard was the most perfect funeral director in every 
sense and, having worked with the NAFD many years ago, I am  
well aware of the differences in the way in which firms look after  
their customers.

“Nothing was too much trouble and she gave such a wonderfully 
personal service with great care and thought to the deceased’s widow.

“Mrs Roeser joins me in expressing her personal thanks to Rachael 
and her staff.

“We are truly grateful and fully appreciate the value of independent 
funeral director firms.” 

If you have any feedback from families related to services during the 
current COVID-19 pandemic, please send them to info@saif.org.uk

Online services are 
allowing people to say 
goodbye to relatives
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T he funeral profession’s vital 
work has rarely been so obvious 
to the public. Throughout this 
pandemic the media has been 

reporting on your labours up and down 
the country, and the figures show that 
you have met that scrutiny by effectively 
serving your families.

We see that in YouGov research 
into funeral plans released at the end 
of May. It found that the public would 
far rather hear from their local funeral 
directors than other organisations, and 
that 82% of people think it is important 
that you continue to promote your 
services. Interestingly that figure is 
markedly higher than the 55% who 
thought that in our own research 
carried out a month earlier.

The goodwill you have built up over 
years within your own communities 
means families trust you in this time of 
crisis. For the last six months our plan 
holder satisfaction surveys reflected 
that more than 95% of customers who 
purchased a pre-paid plan from their 
funeral director were satisfied with the 
service they received; that level of service 
has proved fundamental to how families 
feel about you now.

Trustpilot
The most recent figures come from online 
review aggregator Trustpilot, which lets 
us monitor families’ satisfaction with 
their plans in real time even during the 
pandemic. Our excellent 4.7/5 score 
has been maintained, and over the past 
three months, when circumstances have 
been the toughest, we have received 225 
reviews, with an impressive 97% rating 
us 4 stars or 5.

While Trustpilot gauges views of 
Golden Charter plans, many families also 
take the opportunity to single out funeral 
directors in their reviews. 

Recent respondents told us they were 
“very pleased” by how the “local funeral 
director provided the various options 
available”, appreciated help with the 
paperwork from their Independent, and 
said the funeral director made taking 
a plan out “so easy to do” and helped 
“review everything”. Taken together, our 
reviews show that families can and do 
trust Golden Charter, but also reflect the 
vital role Independents are playing in 
supporting them throughout the process 
of taking out a plan.

We use Trustpilot to ensure we 
are maintaining an overwhelmingly 
positive experience for families, and to 
let enquirers see that, and we have built 
up localfuneral.co.uk to allow funeral 
directors who choose to use that service  
the opportunity to do the same for their 
own businesses.

O n c e  l o c a l f u n e r a l .c o . u k  w a s 
established as the UK’s leading ‘find 
a funeral director’ website, connecting 
more than 250 families to a funeral 
each month, introducing a rating facility 
was a natural next step. By combining 
reviews from Google and the funeral 
director ’s  own Facebook page to 
calculate a rating out of five stars, we 
now have a review score available for 
83% of branches listed on the site. This 
both helps give families much needed 
confidence in approaching you and 
lets us keep an eye on the quality of 

a customer’s journey to allow Golden 
Charter to continue to improve that too.

If you want to ensure you’re making 
the most of your localfuneral.co.uk listing, 
contact support@localfuneral.co.uk.

Crisis support
Given the increased use of digital and 
with the current lockdown restrictions 
resulting in consumers having to browse 
and shop on the internet, digitisation 
might be the single most important way 
Golden Charter can support you through 
this difficult time.

Targeted Facebook activity both 
from Golden Charter and locally from 
funeral directors has been met with 
resoundingly positive responses and has 
prompted enquiries right through the 
pandemic. Against a backdrop where 
leaflet drops are achieving higher 
response rates than usual and our 
contact centre is exceeding forecasts 
by nearly 60%, the online response and 
reviews show that we are successfully 
balancing the needs of families with 
the unique restrictions and challenges 
of COVID-19.

As ever we’re here to help Independents 
through these extraordinary conditions 
and beyond. We want to continue 
to support the busiest Independents 
as we have been doing: facilitating 
communication, supporting you with 
enquiry handling, and working to take a 
strain off your shoulders.

As we all emerge at different paces 
into an uncertain future, the best way 
for each of us to get our bearings will 
be by supporting families in this new 
world, and that’s what we are committed 
to doing. 

A glimpse of the future
Online reviews show how Independents are 

continuing to meet families’ needs despite COVID-19

WE’RE 
HERE TO HELP 
INDEPENDENTS 
THROUGH THIS 
AND BEYOND
Suzanne Grahame

S U Z A N N E  G R A H A M E
GOLDEN CHARTER, CHIEF EXECUTIVE OFFICER

suzanne.grahame@goldencharter.co.uk

COMMENTARY



Reporter IFD COLLEGE MEMORIAL FOR MATTHEW + 
PARTNERSHIP PODCAST + FUNERAL PLAN 
REFUNDS + GWYLIM PRICE REMEMBERED 

The family of Matthew Gallagher 
and the Independent Funeral 
Directors’ College have teamed up 
to create an award in his name. The 

well-loved and highly-respected funeral 
director’s death at the start of the year 
rocked the profession. Matthew served as a 
college governor, assessor and verifier, and 
had a unique ability to encourage and find 
something good in every student’s work. He 
was also a master of inclusivity and vision. 
It is, therefore, appropriate that this award is 
presented in his memory to a student who has 
overcome challenges to complete IFD College 
certificated units.

The Matthew Gallagher Achievement 
Award will be awarded annually by the 

Independent Funeral Directors’ College.  
Those challenges may be, for example, 

personal, domestic, educational or physical. 
Nominees must be currently studying 
an IFDC training course or have completed 
a course in the year March 2019 
to March 2020.

Nominations can come from employers,  
co-workers, or be self-nominated. 
Inaugural award nominations can be 
submitted from September 1 and will 
close at midnight on December 31. 
The award will be presented at the 
SAIF AGM in 2021.  

This award will see Matthew’s 
name and his enthusiasm for the 
profession live on.

New award in memory 
of Matthew Gallagher

“Many years ago, 
somebody told me that 
we never completely die 
if our name continues 
to be spoken. When 
our beloved Matthew 
died so suddenly at the 
beginning of this year, 
we were all determined 
that he would never  
be forgotten. 

To ensure that Matt 
lives on we decided to 
present an annual award 
in his name. This award 
will be given to one of 
the IFD College students 
who has overcome 
challenges to complete 
their training. These 
challenges don’t need to 

be enormous, 
although of 

course 
they 

might be. The challenges 
they have overcome may 
be personal, educational, 
professional or domestic 
circumstances. We 
will not share any 
of the nominees’ 
circumstances at any 
time and the only people 
to see the nominations 
will be myself and 
the judges, who, I am 
delighted to say will be 
Matthew’s parents, Pat 
and Sandy Gallagher. 

Matthew brought  
so much to this 
profession and to our 
college in particular.  
He understood challenge 
and met any that came 
his way head on with 
determination and a 
smile. He was a perfect 
role model for any 
student and it is right 
that he is remembered  
in this way.”
Chris Parker, IFD College 
chair of Governors. 

NOMINATE A STUDENT
Send completed forms to  

Chris Parker, IFDC Chair of Governors 3 Bullfields, Sawbridgeworth, 
Herts CM21 9DB or email parkerchristine24@gmail.com

Name of person making the nomination:

Company details:

Email address:     

Phone number:

Your relationship to the nominee:

Name of nominee:    

Nominee’s company details:

Nominee’s mail address:    

Nominee’s phone number:

Course being studied:

Date completed:

Please give you reason for submitting for this nomination: 

 

Signature of nominator: Date:

It is essential that the nominee gives permission for the 
information in this application to be shared with the IFD College.

Signature of nominee: Date:

IFD College to celebrate students overcoming challenges
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THE FPA TALKS PRE-NEED  
CONTRACTS AND COVID-19
The FPA’s CEO discusses COVID-19, agreements between plan  
holders and funeral directors, and the future of pre-need

The Partnership Podcast is continuing 
to update Independents during the 
pandemic, with the latest remotely 
recorded episode featuring the 
Funeral Planning Authority (FPA) in 
the midst of COVID-19.

FPA CEO Graeme McAusland 
joined Malcolm over the web to talk 
about how planning firms have been 
weathering the pandemic, how this 
year’s new rules and code of practice 
put families first, and what the future 
of funeral planning looks like.

The FPA receives quarterly 
information from all regulated plan 
providers, putting it in a prime 
position to examine how COVID-19 
has impacted providers and families.

Speaking on the podcast, Graeme 
said financial resilience had been 
reassuring, “largely because most of the 
portfolios are pretty well diversified”.

On maintaining service throughout 
the pandemic, he added: “We were 
pretty impressed that firms have been 
able to keep their businesses going, 
get working from home, and [since] it 
all began to become very serious, we 
haven’t had a complaint about service 
and operations across any of the 
providers, which I think is very good.”

Graeme also explained the need for 
agreements to be put in place between 
providers and funeral directors under 
the FPA’s updated rules.

He said: “Plan providers will 
have to demonstrate that they have 
appropriate oversight of the funeral 
directors they work with. To do that 
without a contract is very difficult, 
and probably impossible.

“The way this market is going, 
the planning companies will be the 
regulated entities, they’re the people 

the regulators are going to come after 
if things go wrong, and therefore 
their motivation for putting in place 
requirements is driven by that.”

SAIFInsight will be hearing much 
more from the FPA in the next issue.


All episodes of the Partnership 
Podcast are available on 
goldencharter.buzzsprout.com 
or you can subscribe using 
any podcast app.
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FOUNDING MEMBER OF SAIF REMEMBERED
We are sad to report the death 
of Gwilym Price, a Fellow of SAIF 
(the highest award for services to 
Independents in SAIF). Past President 
Gemma O’Driscoll pays this tribute....

Gwilym was a true gentleman and 
the epitome of the traditional funeral 
director and his loss has today been 
felt throughout the funeral director 
community in Wales and beyond. 
I have myself received messages 
of sorrow from all four corners of 
Britain. To have met Gwilym is to have 
remembered him and I can say with 
absolute certainty that SAIF would not 
be what it is in Wales without Gwilym. 
He was a founding member, served as 
a member of the executive for many 

years and was a fellow, but beyond 
that he personally travelled the length 
and breadth of Wales knocking on 
doors and telling independent 
funeral directors about this 
‘new’ trade association for 
Independents that he was 
a part of. A large number 
of our members in Wales 
today are members 
because of Gwilym.

For me, he was a 
mentor. From the moment 
he was aware that I had 
joined my grandfather in the 
funeral profession he took me under 
his wing, at a time when there were few 
female funeral directors in rural Wales. 

This culminated in him passing on the 
SAIF Wales baton when he nominated 
me to become a member of the SAIF 

Executive. Without Gwilym I would 
not have become a member 

of the SAIF executive or 
indeed become President 
of National SAIF in 2015, 
which I am proud to say 
he travelled to Windsor to 
see. My thoughts today are 
with Gwilym’s wife Phyllis, 

daughters Angharad and 
Eleri, son Cerdyn, grandson 

Rhys and the rest of Gwilym’s 
family. Gorffwys mewn hedd.’’

See next issue for SAIFInsight’s 
tribute to Gwilym

REPORTER

Family-focused COVID-19 
plan refund process
New method makes things easier for families  
who can now deal with Independents directly

The unique 
circumstances 
introduced by 
COVID-19 mean not 

all elements of funeral plans 
can be delivered as normal, 
making it vital that funeral 
plan refunds for families are 
efficiently handled.

Having considered the 
needs of families who have 
lost a loved one, alongside 
funeral director feedback, the 
process implemented from 
1 June means Independents 
can now directly refund 
families when a Golden 
Charter funeral plan cannot 
be delivered in full.

Mark Moran, Golden 
Charter’s Director of Sales, 
explained: “Our new process 
means families can deal 
with you directly, so they 
have just one point of contact 
to arrange the funeral and 
receive any refund due 
at what is undoubtedly 
a difficult time. As their 
funeral director, you are 
best placed to be that single 

point of contact, to discuss 
alternative services with 
families and agree what 
refund, if any, is appropriate.”

The new three step process 
for funeral directors is:

1. Discuss the services  
you are unable to deliver 
with the family and agree 
what refund, if any, should  
be provided, and to whom

2. Record details of the 
conversation, including 
the outcome agreed with 
the family, and store this 
information securely

3. Enclose a completed 
copy of the new Funeral Plan 
Payment Confirmation Form 
alongside the invoice and 
proof of death documentation 
to fdia@goldencharter.co.uk

Please visit the 
news section of the 
mygoldencharter.co.uk portal 
to find the new form or email 
fdia@goldencharter.co.uk 

Mark added: “Keeping a 
record of your discussion and 
agreement with each family 
where you provide a refund 

is good practice and means 
that all information about 
what was agreed is available 
at a later date, should the 
family or estate query the 
arrangement. There is no 
need to share these records 
with us unless requested.”

Golden Charter is now 
unable to settle any invoice 
submitted without the 
completed Funeral Plan 
Payment Confirmation 
Form. This means you need 
to complete the form and 

enclose it with your invoice 
for every Golden Charter 
funeral plan you carry out.  
If no refund is required,  
a simple check box and  
your signature is all  
that’s required.


If you have any questions 
about this refund process, 
please speak to your Golden 
Charter contact or email  
contact@goldencharter.
co.uk

Gwilym Price
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I 
am amazed that there are funeral 
directors out there who don’t have 
a website and still use fax machines 
instead of emails! The use of modern 
technology is now one of the biggest 
changes to happen in our profession. 
Some may consider it a disruptor 
but what is clear is that it is here to 

stay. As a profession, we should not see 
technology as an obstacle but embrace it 
wholeheartedly. 

Over the last few months, we have all 
probably used technology more than we 
have ever done. In my own company we 
have adapted quickly to communicating 
and arranging funerals through digital 
onl ine  platforms.  Whether  using 
Microsoft Teams, Zoom or any other video 
conferencing service, there is no doubt 
that technology has played a huge part 
within my business and will continue to 
do so in the months and years ahead. 

Only in the last few weeks I have used 
video conferencing services to carry out my 
Presidential duties by conducting virtual 
meetings with the Scottish and National 
Executives.  I have also communicated 
with members in the North East of 
England and with members in Wales by 
using online video conferencing. This has 
been very worthwhile to hear how our 
members in those regions are dealing with 
the COVID-19 pandemic. 

Other areas where technology is playing 
a huge part in funerals now include 
live streaming, with the funeral service 
screened across the world on the internet. 
Just think about how many services you 
have conducted in the last few months 
which have been webcast. Most of the 
crematoria in the UK now offer this as part 
of their standard service but, for those that 
don’t, many funeral directors like myself 

SAIF PRESIDENT

WORDS: MARK PORTEOUS, SAIF NATIONAL PRESIDENT

THERE IS A VALUABLE OPPORTUNITY 
HERE FOR FUNERAL DIRECTORS TO 

CREATE A NEW DIGITAL LIFE SERVICE

which can put added stress on to families 
to quickly confirm the details of the notice. 
In contrast, consumers who use online 
obituaries to announce the death of a loved 
one know the notice will have a larger 
reach and a lower price tag. They last for 
years and offer more flexibility.

The public is now more in tune with 
technology and many of us now live digital 
lives. In short, technology has complicated 
our lives and, in turn, our deaths. Many 
families have great difficulty in dealing with 
the digital assets of loved ones after they 
have died. The Legacy Association states 
only one in ten people have made plans for 
their social media accounts following their 
death. While families fulfil our final wishes, 
they must also protect us against identity 
theft so, along with executing our wills, 
our loved ones must cancel/manage our 
Facebook, Twitter, and Instagram accounts.  

There is a valuable opportunity here for 
funeral directors to create a new digital life 
service which can help those families who 
need guidance and support on how to deal 
with the digital legacy of their loved one.

As you can see for yourself, technology 
is now playing a huge part in the funeral 
profession and I have not even touched on 
funeral comparison sites, digital document 
storage or digital afterlife services where 
you can leave a message for family and 
friends to be played to them in the future, 
whether that is for a daughter’s wedding, 
a son’s 13th birthday or a birth of a child. 

All this technology will have a huge 
part to play in the development of your 
business, whether you like it or not, so 
make sure you do not get left behind! 

Best wishes and keep safe,
Mark Porteous
National President, SAIF

can now offer recording and streaming 
of services using their own equipment. 
Live streaming memorial services is now 
the new norm – we can use streaming to 
send the service to computers and mobile 
devices; some webcasting services include 
private websites where attendees can 
upload videos, photographs, and even sign 
a digital guest book. 

The internet,  social  media and 
mobile apps are all changing the way we 
memorialise loved ones and leave legacies. 
In recent years we have all seen the change 
to the traditional obituary notice. They are 
also rapidly being replaced with digital 
technology. Newspaper obituary notices 
charge by the word for text and by the 
inch for photos, so costs for a complete 
obituary can soon mount up. In addition, 
papers will have a deadline for publication, 

Family-focused COVID-19 
plan refund process
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TECHNOLOGY IS  
TRANSFORMING OUR PROFESSION

SAIF President Mark Porteous on embracing tech
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Politics
THE LATEST POLITICAL NEWS AND VIEWS SURROUNDING THE FUNERAL PROFESSION

EMERGENCY FUNDING FOR 
BEREAVEMENT CHARITIES

Support for those in distress during the COVID-19 crisis

Hundreds of bereaved UK 
families who have lost a loved 
one to COVID-19 have formed a 
campaign group to “hold the British 
Government to account” over its 
pandemic response.  

Calling on the Government to 
launch an independent inquiry, 
a spokesperson for the group 
– COVID-19 Bereaved Families 
for Justice UK – said that if the 
Government had followed scientific 
advice earlier and implemented a 
lockdown before 23 March, their 
loved ones “might still be here”.

Group founder, Matt Fowler, 
who lost his father to COVID-19, 
is concerned that “people have 
become numb to the numbers”  
and believes that the country needs 
an immediate inquiry to stop the 
Government from making further 
mistakes that could cause more 
avoidable deaths.

Human rights lawyer Elkan 
Abrahamson, who represented 20 
of the Hillsborough families in the 
recent inquest, is supporting the 
bereaved families in their challenge, 
while the Royal Society of 
Edinburgh has joined their calls for 
an immediate inquiry.  Separately, 
more than 100,000 people have 
signed an e-petition organised by 
March for Change calling on the 
Prime Minister to “commit to a 
full public inquiry” into the UK’s 
response to the outbreak.

Commenting on behalf of the 
Government, Work and Pensions 
Secretary Therese Coffey insists 
that it has taken the right decisions 
based on the available scientific 
advice available at the time.

Bereaved families 
seek ‘justice’

W
i t h  t h e  U K  d e a t h  t o l l 
f rom coronavirus  now 
over 40,000, bereavement 
charity Sue Ryder estimates 
that almost a quarter of a 
million bereaved people are 

currently grieving in lockdown. 
Many bereaved people are cut off 

from their usual support networks by 
COVID-19, and the charity has reported 
an 84% increase in demand for its 
online bereavement support services.  
Similarly, Cruse Bereavement Care has 
recorded a 250% increase in demand 
for its external training service since 
the start of the outbreak.

Both Westminster and Holyrood 
h av e  r e c o g n i s e d  t h a t  f u n e r a l 
restrictions are causing additional 
“pain and distress” for the bereaved 
a n d  a r e  a m o n g  t h e  “ h a r s h e s t 
consequences” of the lockdown. 

In  response  to  several  local 
authorities implementing total bans 
on funeral attendance, the Prime 
Minister publicly commented on the 
importance of the bereaved being able 
to attend a funeral service, while media 
reports have referred to the funeral 
restrictions as an “injustice” (Metro), 
“grief upon grief” (The Guardian) and 
“heartbreaking” (BBC). 

C r u s e  B e r e av e m e n t  C a r e  i s 
encouraging mourners to stay in 
contact with each other by phone or 

online. Andy Langford, the charity’s 
clinical director, said that it’s “not 
necessarily about having the right 
words”, but “being there for them and 
say you’re thinking of them”.

Bereavement charities still fear they 
will struggle to meet the continuing 
surge in demand without additional 
financial aid. Heidi Travis, Chief 
Executive of Sue Ryder, said: “We are 
asking the public to please give what 
they can, however small, to enable 
us to increase our free bereavement 
counselling and support the people 
who are waiting for our help at this 
incredibly difficult time.”

In response, the UK Government 
has allocated £4.2 million to National 
Bereavement Alliance charities, the 
Scottish Government has invested  
£1  mil l ion to  support  those in 
emotional distress due to COVID-19, 
and the Welsh Government has 
provided Cruse Bereavement Care 
Cymru with £72,000 funding.

The UK Government’s Minister 
of State for Health, Ed Argar, has 
said he hopes the funding will help 
bereavement charities to “continue 
with their vital work”.

SAIF continues to offer families 
access to free online bereavement 
support from 9am until 9pm, Monday 
to  Fr iday,  in  partnership  with  
Grief Chat. l
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A Labour MP has told 
the Commons that 
“ambiguous” rules around 
funeral attendance are 
causing “enormous  
pain and distress”  
to bereaved families.

Raising her concerns 
during a parliamentary 
debate on COVID-19 
restrictions, Leeds West 
MP Rachel Reeves said 
that the current situation 
is depriving thousands 
of families of “poignant 
moments” and the chance 
to say goodbye.

Agreeing with Ms 
Reeves’ point, Chipping 
Barnet MP Theresa 
Villiers (Conservative) 
urged the Government 
to “speed up” the 
reintroduction of 
small-scale funerals 
within churches, while 
Wolverhampton MP Jane 
Stevenson (Conservative) 

suggested communities 
might wish to consider 
planning collective 
memorial events in  
their communities  
after lockdown.

Responding for the 
Government, Church 
Commissioner Andrew 
Selous MP said that, with 
volunteers predominantly 
responsible for church 
cleaning, churches would 
have to reassess their 
cleaning protocol in the 
first instance. Noting 
that the Alexa Church 
app has had a 70% 
increase in usage over the 
past month, Mr Selous 
encouraged people to look 
at alternative ways to 
connect with their church 
community, including 
in paying their respects 
to lost loved ones, until 
the churches can assure 
public safety.

Falling COVID-19 deaths 
remain Europe’s highest
Deaths involving COVID-19 
in England and Wales fell to 
their lowest rate since the 
lockdown began in March, 
suggesting the restrictions 
are effectively reducing the 
spread of the outbreak.

Office of National 
Statistics (ONS) 
figures for the 
week ending 
22 May shows 
a 16% drop 
in registered 
deaths on the 
previous week but, 
at 12,288 deaths, the 
week’s overall death rate 
remains almost 24% above 
the five-year average. 

With the highest 
COVID-19 death rate in 
Europe and the second 
highest global rate, 
political leaders are urging 
a cautious approach to 
the lifting of lockdown 
restrictions. Leader of the 

Opposition Sir Keir Starmer 
said Labour wants to see 
society reopen, but that 
the Government needs  
an exit strategy.

Responding to the 
Labour leader’s 

concerns that “the 
Government has 

made a difficult 
situation ten 
times worse” 
by “winging it”, 
Prime Minister 

Boris Johnston 
has said he is 

“very proud” of the 
Government’s record and 
its strategy for easing 
lockdown restrictions.

According to the ONS, 
those aged 90 and over 
continued to have the 
highest number of COVID-19 
deaths, with almost 95% 
of all deaths occurring in 
either hospitals, care  
homes, or hospices.

Pain from funeral rules ‘ambiguity’



WHAT’S NEXT?

“ W E  I N S T I G AT E D  A 
B U D D Y  S Y S T E M  F O R 
F U N E R A L  D I R E C T O R S ”

SIMON HELLIAR-MOORE
Crescent Funeral Services, Taunton

“This has been such a strange time for 
everyone, but we have learnt so much. I have 
been part of the Local Resilience Forum and 
its Excess Deaths Committee, representing 
80 Somerset funeral directors. Between us we 
thrashed out ideas about how we would best 
cope wth numbers predicted by SAGE [The 
UK Government’s Scientific Advisory Group 
for Emergencies] and put systems in place. 

It was a brand new thing for me to 
be involved with, but it meant I was 
instrumental in helping the roll-out 
of positive changes to systems in 
Somerset. The local authorities initially 
wanted crematoriums to represent 
the bereavement sector, but it became 
quite clear that funeral directors were 
the ones with a better understanding 
of families’ needs during bereavement, 
so were able to suggest things which 
perhaps had not been thought about. 

14

THE ROAD  
AHEAD

As we emerge from what has been such a torrid time for so many 
funeral directors, it’s time to pause, take stock and plan for the future…



From a practical point of view, we knew 
we had to do something for local businesses. 
We instigated a buddy scheme – something 
useful for all funeral directors – so firms 
could team up with another and be safe in 
the knowledge that support was there. My 
husband Robert and I are in a family group, 
so if one of us got ill we would both have to 
self-isolate and we never wanted our trainee 
to be left with the responsibility of running 
the business. That would have been unfair. 

Of course, it meant that the business we 
teamed up with would also be secure as we 
would look after his company, assisting with 
bringing people into our care – that was of 
great benefit to us all.

Having digital certificates from hospitals 
and the ability for families locally to 
register deaths by phone was another 
great initiative. All of the questions can 
still be asked and, considering the speed 
the system was rolled out in, the hospitals 
have done such a good job. 

We’ve certainly not had predicted 
numbers in this area – although our R rate 
is higher than elsewhere – so about a month 
ago the Local Resilience Forum realised that 
everything was in place so we have helped 
to create a bereavement support booklet for 
the profession and a guide for the public.

The forum now plans to reconvene this 
autumn to assess the situation at that time 
and what more might need to be done.”

“A S  A  P R O F E S S I O N 
W E  H AV E  P E R F O R M E D 
I N C R E D I B LY  W E L L”

PAUL SILLETT
Silletts Funeral Service, Manchester

“Despite the predictions that regulations 
would force families into direct cremation at 
the beginning of the crisis, we’ve managed to 
maintain services throughout, even though 
quite a number were basic funerals.

The support we’ve had from local people 
has been fantastic. Some have said ‘As long 
as you’re there I’ll be content’, which is 
humbling. One lady in her nineties, who 
couldn’t manage to her husband’s funeral 
explained it as ‘a bloody sh*t time within a 
bloody sh*t time’. That sums it up.

As a profession we have performed 
incredibly well. I really believe that if  other 
professions were in charge of burying the 
dead they wouldn’t have been able to manage. 
We were doing three funerals within an hour 
at one point – up at the crematorium eight 
or nine times a day. It has been that busy. 

As the fifth generation of the business, 
each day we have been dealing with people 
we know. We’ve found that difficult because 
in this job you say ‘yes’, but we were having 
to say ‘no’. We didn’t go down the route 
of using Zoom, we just talked to families 
by phone. We gave them a list of things 
to discuss and left them to talk it through 
themselves. We’ve had a lot of positive 
feedback about that because some people 
feel on show.

We’ve spent a fair bit of money on stuff 
you wouldn’t normally buy. Equipment like 
six-wheel biers aren’t cheap, or air con units 
to create cold rooms. However, now stuff is 
in place that never has been before. 

It will be great to get back to speaking 
to people face-to-face on the premises, but 
the second wave frightens me – we don’t 
want to meet anyone we don’t have to meet!”

Below: Simon and Robert 
Helliar-Moore with their  

assistant, James Chorley.

Paul’s sons Joe and 
Adam with Peter’s  
son Matthew (centre).

Paul (right) and his brother 
Peter are in partnership 
with their sons (below).
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WHAT’S NEXT?

MEMORIALS: PLAN AHEAD
“ F I R S T  A N N I V E R S A R Y 
M E M O R I A L S  A R E 
T H E  N E X T  B I G 
C O N S I D E R AT I O N ”

DON O’DWYER, EALING
O’Dwyer Funeral Directors, London

“We’ve only been in business for four years 
so the pandemic for us has been a short, 
sharp lesson.

With  just the three of us here – Anthea, 
my brother Alan and myself – we have 
seen a significant rise in funerals during 
May and June. We had almost triple 
the number of funerals we normally 
see for this time of year and for a small 
independent funeral director that was very 
overwhelming, but thankfully we hope we 
are through the other side.

We learned how to function 
on very little sleep or rest and 
managed to eat pretty much 
when we could. It really has 
been around the clock, with 
all the on-call detail to be 
covered, but with a great 
team behind me we managed.

I remember watching the 
news mid-March, just before 
the announcement on lockdown in 
Ireland, and decided that this was going 
to be more serious than we imagined. I 
made a list of what we needed to do and 

supplies we needed to order to get things 
in place for what was to come.

We ordered extra coffins and just 
stacked them where we could – even 
filling our chapels of rest just to prepare 
for it. From a small business point of view 
our only issue was storage of the deceased, 
but luckily we are surrounded by other 
lovely Independents and we all helped 
each other out. Booking funerals was 
difficult, especially burials, but our local 

crematorium, Mortlake, was absolutely 
great and so accommodating 

because they extended their 
services to 6pm.

S t a y i n g  h e a l t h y  w a s 
another challenge. Larger 
companies will have a degree 
of back-up and be able to 

juggle staff from area to area 
and, of course, would be able 

to cover holidays during that 
period. We decided early on that 

we would all self-isolate in our own 
bubble away from the workplace, as did 
our families.

Overall, it has been an interesting 
experience for us and our local community 
has been brilliantly supportive. 

The new ways of registering a death, 
arranging cremation paperwork and the 
slimlined logistics really helped us – and 
I would like to think that some of the new 
procedures will stay in place when we 
come out of this. 

Who knows what the future holds for 
us, especially over the next few months. 
During the crisis we reduced all our 
prices, reflecting the fact that funerals 
were either small or non-attended. We are  
still standing by these fees and are not 
target driven. Instead our main aim  
is to provide added value to the families’ 
experience where we can, despite  
any restrictions. 

The structure of a funeral may have 
changed and may remain so for a very 
long time to come. We need to consider 
offering a memorial-only service and, from 
the first anniversary of any of our funerals 
during the pandemic, this will be one of 
our services available on our website. 

Don, Anthea and Alan.

The extraordinary times we 
have seen recently have 
highlighted exactly how 
vital online tools are for 
supporting families coping 
with a bereavement. The 
MuchLoved platform allows 
funeral directors to create 
bespoke memorial pages for 
their families, offering them a 
personal, caring service, quickly 
and easily.

MuchLoved’s features include: 
n Online funeral notices – the ability 
     to share all the details you need,  
     including maps
n Collection of funeral donations  
     online – including Gift Aid 

n Lasting tribute pages –    
  beautiful online memorials  
 that can be passed on to  
 families to use and keep for  
  as long as they wish
n Live-streaming – a link  

      to live-streamed funeral or  
        memorial services

n Online reviews – independent  
        reviews and testimonials  

           funeral directors can add to  
            their website
MuchLoved is a registered charity and 
can also offer funeral directors and 
their families bereavement support. 

Call 01494 722818 or email 
support@muchloved.com for  
more information.
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A
s families grow increasingly open 
to funeral directors promoting 
their services, Independents are 
finding that approaching the 
conversation with the right tone 
is helping to ‘solve’ rather than 
sell to customers.

In the wake of research 
suggesting the public is now significantly 
more comfortable with funeral directors 
promoting their services than during the 
initial stages of lockdown (see page 24), the 
tone of those messages in your community 
is of course vital.

Respondents told James Law Associates 
it was important that funeral directors 
communicate with emotion, compassion 
and facts. Meanwhile, 77% told Edelman 
Brand Trust that businesses should talk 
about products in a way that shows they’re 
aware of the crisis.

As the Independents on this page found, 
approaching the conversation with the tone 
of solving rather than selling can be easier 
for both the family and the funeral director. 
Customers have indicated they will still 
respond positively to a conversation about 
funeral plans – and will appreciate your 
compassion and support. 

CASE STUDIES

Using Facebook  
to stay connected
“I was cautious 
at first about 
communications being 
viewed as insensitive 
at this difficult time. 
But with support and 
guidance from my [Golden Charter] 
Business Manager, I agreed to run 
a ‘keeping in touch’ campaign on 
Facebook. Within 48 hours, my 
campaign had generated a very 
positive response from my local 
community. It received 28 positive 
comments, seven shares and 
generated four pre-need enquiries. 
I am pleasantly surprised at how 
engaged people are and I will be 
looking to run similar campaigns.”
James Tovey, Tovey Bros

Leaflet drop scheduled  
at the height of lockdown
“We took the decision to continue 
with our pre-booked leaflet drop 
that was scheduled to land at the 
height of the COVID-19 pandemic. 
Despite our initial concern about 
how it would be received, I am 
encouraged that we received four 
enquiries, including a couple from 
people who said they hadn’t been 
aware of our business until they 
received the leaflet. It has been 
beneficial for 
awareness and with 
the right tone and 
message I would be 
confident carrying 
out future activity.”
Chris Hester, 
Hester and Lalli

Families’ feedback extends “sensitive” campaign
“We worked in 
collaboration with 
the digital team at 
Golden Charter to run 
a campaign during the 
height of lockdown. It 
was important that we 
kept communicating 
with our local area and 
this allowed us to do 
it in a sensitive and 

measured way. The 
campaign started on 
17 April and we ran it 
until 1 June, which was 
longer than originally 
intended due to the 
positive feedback. 
During this period we 
reached 27,000 in our 
local area, generated  
18 enquiries and 

already have four direct 
sales. With a cost per 
enquiry of £22.22 it’s 
proven highly cost 
effective and I’m now 
planning my next 
activity.”
Mark Simpkin, 
Adlington Memorial 
Park and Funeral 
Services

Ready to get started? Golden Charter is here to help.
Golden Charter is committed to supporting your business and helping people connect with you.  

If you have any questions about restarting activity, or the support available, please speak to your  
Golden Charter contact or email the Marketing Support Team: marketingsupport@goldencharter.co.uk
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FUNERAL PLANS:  
IT’S STILL GOOD TO TALK
Through a crisis, funeral directors know that adopting the correct, sensitive tone during 
conversations with bereaved families is vital. The following case studies show how the 

right message just now can be just what families need from their local Independent
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BRADNAM JOINERY

B ra d n a m  Jo i n e r y  i s  t h e  t r u st e d 
manufacturer of coffins and caskets 
across the UK. With more than a century’s 
experience behind the company, it offers 
a wide selection of handcrafted products.

The company is  renowned for 
traditional, hand-built coffins made from 
a range of both solid and veneered woods. 

As well as the traditionally styled coffins, 
the company also leads the way in the 
creation of more contemporary coffins. 
Also, in these ecologically unpredictable 
times, they are paying particular attention 
to providing environmentally friendly 
coffins from a range of materials such as 
wicker and cardboard.

Bradnam’s fleet of vehicles and trusted 
delivery team handle orders promptly 

with care. While standard orders can be 
delivered within five working days for 
the majority of the year, the team also 
completes special orders in two or three 
working days, often at no extra charge. 

For more information about  
Bradnam’s products and services, 
call 01440 761 404 or email  
info@bradnamjoinery.co.uk

THE FINAL SEND-OFF
Meet three coffin manufacturers still creating beautiful  

products despite the unprecedented circumstances

CLASSIC DESIGNS
Bradnam Joinery has a wide selection of handcrafted products. Here are just a few…

Child caskets

Knotty Oak 
Built using high quality Knotty Oak 
veneer with a honey stain and  
trimmed with double half round 
mouldings (shown fitted with honey 
stained Oak bar handles and bell tops).

Italian Repatriation 
Solid coffin with decorative panels 
depicting The Last Supper (shown 
fitted with 305 solid brass handles 
and 16” cast crucifix).

Contemporary
Spring Blossom, from 

the Floral Collection
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COLOURFUL
COFFINS

It’s been business as 
usual for bespoke coffin 
designer Colourful Coffins 
throughout the COVID-19 
pandemic says founder  
and CEO Mary Tomes.

The company, whose 
range includes stunning 
personalised designs 
embellished with hand-
applied crystals, glitter, 
images and artwork, has 
been working to serve 
families throughout the 
lockdown period.

“It’s been amazing,” 
says Mary. “Even though 
families have been 
extremely limited with the 
number of people they have 
been able to invite to a 
funeral, they have still been 
determined to do their very 
best and have the most 
beautiful coffins for their 
loved ones.

“One family said they 
wanted a personalised 

picture coffin as a send-off 
for their mum and they 
were going to share it on 
social media so everyone 
could see it. We thought 
that was really special.”

Mary also paid tribute 
to her employees who, 
she says, really went the 
extra mile throughout 
the lockdown period. The 
Oxford-based company 
introduced a number of 
measures to help with 

social distancing, both for 
staff and also for visiting 
collection and delivery 
drivers, and she says these 
have worked very well.

“My staff have been 
incredible. Of course 
there have been some 
challenges, especially 
for those who have been 
shielding, but I’m proud 
to say that our team has 
coped incredibly well and 
we haven’t let a single 

family down. The team’s 
attitude really sums up the 
way we all feel about how 
important our coffins are 
to families for that final 
farewell and I am very 
thankful to each and  
every one of them.”

Call 01865 779172 
or email enquiries@
colourfulcoffins.com.  
See the full range at  
www.colourfulcoffins.com

The Art Deco 
design is stunning.

Tributes’ willow, 
bamboo and bulrush 

coffins are beautifully 
woven by hand and are  

available in a range of sizes.

TRIBUTES
The fundamental principles of providing 
top quality products with excellent 
customer care and a splash of creativity 
were at the heart of this company when it 
was founded in 1994. 

These core beliefs have been unchanged 
despite the COVID-19 crisis, as Susan 
Macmillan, Tributes’ marketing and 
operation director, explains: “We endeavour 
to keep very good stock levels and took 
prompt action at the beginning of the crisis 
to mitigate any supply chain problems that 
might occur as well as setting up remote 
and COVID-secure working arrangements. 
We have been fully stocked, apart from 

a very few select sizes, and have been 
delighted to be able to continue to fully 
support our funeral director customers.

“We have great relationships with our 
delivery partners, and they have done a 
sterling job in difficult circumstances, but 
our team also made a number of personal 
deliveries in urgent cases or where 
deliveries have been disrupted, which 
has been very much appreciated. We also 
managed to obtain a supply of disposable 
masks which we distributed free of charge 
to assist customers who were having 
difficulties in obtaining PPE.

“We understand how hard it has been 
for families who have not been able to 
give their loved ones the final farewell 

that they would have wanted, and natural 
woven coffins, with their soft and gentle 
features, have been much in demand for 
families wanting to do something extra 
special for their loved ones and express 
just how much they care. 

“Also, despite difficulties in obtaining 
paint supplies for our bespoke painted 
coffins, the ingenuity of our coffins 
team has meant that we have been 
able to continue providing coffins 
that reflect the deceased and make a 
very difficult time easier for families.” 

Contact 0345 388 8742 or email 
info@tributes.ltd.uk. See the full  
range at www.tributes.ltd.uk

ADVERTISING 
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Funeral plan marketing
W h i l e  we ’ v e  s t e p p e d  b a c k  f r o m 
funeral plan marketing activity over 
the last few weeks and focused our 
efforts on supporting you through the 
coronavirus pandemic, I’m pleased to 
note there are now definite signs of 
green shoots of recovery appearing. 
It seems families are increasingly at 
ease with the prospect of planning 
a h e a d  a n d  h e a r i n g  f r o m  t h e i r 
local funeral directors. 

New independent research shows 
the proportion of over-55s who agree 
it is important for funeral directors to 
promote their services has increased from 
55% in April to 82%* now. 

Through our own Contact Centre, we 
are also now seeing a noticeable change 
in consumer behaviour. Typically, it 
takes eight days from receiving an 
enquiry from a customer to the sale 
being completed. In recent weeks that 
timescale has been reduced to an average 
of 2.25 days, confirming the desire of 
the customer to put arrangements in 
place as quickly as possible.

These statistics point to a demand that 
exists within consumers, one we should 
ensure we can support. 

I would encourage you to consider 
this data, and take time to look over 
your Marketing Support Pack which 
should now be with you, which includes 
more insight on customer sentiment and 
guidance on how to restart marketing 
activity sensitively.
* Comparisons drawn between YouGov 
Online Omnibus, 25 to 31 May 2020, 
769 adults aged 55+ and James Law 

Associates research, 27 March to 2 April 
2020, 2,022 adults aged 55+.

Let’s make regulation simple
The coronavirus pandemic has also 
slowed the pace of our progress towards 
regulatory change.  It has been nearly 
six months since the Funeral Planning 
Authority’s (FPA) strengthened rules and 
Code of Practice came into play, designed 
to give customers greater protection and 
put them at the heart of what we do.

As a registered FPA provider, it’s our 
responsibility to not only follow the new 
rules ourselves, but also ensure funeral 
directors involved in arranging funeral 
plans meet these new standards. To 
support this, we’re developing a Funeral 
Director Agreement and a Funeral Plan 
Handbook which will be available to you 
over the coming months. These resources 
will set out clearly your responsibilities 
and ours as funeral director and provider 
and offer practical support on all aspects 
of Golden Charter funeral plans, from  
the time of the enquiry to carrying out 
the funeral.

Under the FPA rules, all funeral 
directors who sell plans on behalf of a 
registered provider are required to enter 
into a formal agreement. I’d encourage you 
to read the article on page 9 and listen to 
our latest Partnership Podcast, where FPA 
CEO Graeme McAusland discusses this 
requirement and the future of the funeral 
plan market.

It will be essential for all funeral 
directors who sell funeral plans to move 
to a more formal partnership, but why 
partner with Golden Charter?

 n We’re leading the market to be the most 
regulation-ready provider

 n We’re passionate about doing the right 
thing for our customers – our latest 
research confirms that 95% of our 
customers are satisfied or very satisfied 
with our service (CJM Research, 
January to March 2020)

 n We’ll provide you with a range of 
support, guidance and training to 
help you deliver against the new 
requirements 

MARKETING

AUTHOR: MARK MORAN

What do you  
need to do now?

 n Read our policies on treating 
customers fairly and dealing 
with vulnerable customers, 
available at mygoldencharter.
co.uk. You may already have 
your own policies in place and 
wish to incorporate particular 
elements from these to help 
you demonstrate how you 
meet the outcomes. Or you 
can adopt our policies into 
your business directly.

 n Talk to your Golden Charter 
business manager and get 
ready to review the handbook 
and agreement when they 
become available. The 
agreement is a contract and 
we’ll need you to sign this to 
continue to sell our plans.


If you have any questions about 
applying the treating customers fairly 
principles or a vulnerable customers 
policy in your business, please get 
in touch with us at compliance@
goldencharter.co.uk or through your 
Golden Charter business manager.
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PARTNERING WITH 
GOLDEN CHARTER

Golden Charter’s Director of Sales Mark Moran reflects on restarting 
marketing activity in light of emerging insight, and discusses why 

Golden Charter is the partner of choice for Independents….

DEMAND EXISTS WITHIN 
CONSUMERS, ONE WE SHOULD 
ENSURE WE CAN SUPPORT
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MEARS

Mears Repatriation 
Services’ Gary Hart 
on challenging times

Established, owned and 
run by fourth generation 
funeral director Steven 
Mears, Mears Repatriation 
has over a quarter of a 
century of experience in 
global repatriations and 
funerals. The COVID-19 
crisis was, of course, a new 
challenge for the UK-wide 
business, as Gary Hart 
explains: “While there 
were a few flights out to 
begin with, this quickly 
changed and nothing was 
available. However, there 
was no let-up in enquiries 
and removals. Normally 
we would repatriate 
around eight or nine 
people per week but as 
there were no flights we 
were having to care for an 
ever increasing number 
of deceased, so it was 
challenging. We expanded 
our mortuary and created 
our own temporary storage 
space for the deceased to 
deal with the crisis. 
    “The crisis has eased 
some elements of 
repatriation and funerals 
– the use of electronic 
paperwork has been 
transformational, so fingers 
crossed that continues 
after the pandemic is over. 
    “We have a long history 
in repatriation and have 
a funerals side to our 
business too, with seven 
Mears Family Funerals 
branches in South East 

London and North Kent 
and Mears & Jackson, 
our sister company, in 
Warrington and Runcorn. 
We have a fleet of six 
ambulances so we have 
the capability to cover the 
whole of the UK. We can 
pick up from anywhere in 
the UK and fly out from 
airports down south, or 
from Manchester Airport.

“We would all like 
to know when things 
might return to normal. 
Everyone’s desperate to see 
what service airlines offer, 
but we are best placed to 
provide support when that 
happens. We can work on a 
partnership basis – offering 
as little or as much as 
funeral directors require.

“We can manage the 
whole repatriation process 
from removal right through 
to the delivery to the 
airport, or just the Consular 
and FCO liaison for paper 
work or pick-up from a 
funeral home and deliver to 
an airport, whatever works 
best for funeral directors.” 

Freephone 0800 731 
4972, or call the UK 
Operations Centre on 
(0)203 455 0305.

ADVERTISING 

FEATURE

KEY AIR

Jason Kiely, 
Repatriation 
Specialist, on the 
new landscape

“As lockdown lifts and 
life seems to look similar 
to the way it once did, it 
would be understandable 
to think that things would 
go back to how they 
were prior to COVID-19. 
However, when it comes to 
repatriation it could take 
longer for a semblance 
of the pre-COVID-19 
landscape to return. 

“The aviation industry 
is dealing with one of 
the biggest challenges it 
has ever faced, with the 
situation remaining very 
fluid and many carriers 
being grounded. Some 
are running reduced 
schedules while planning 
to restart further services 
in the coming months. 
Nevertheless, this new 
landscape for flights will 
be primarily driven by 
passenger demand and  
the restrictions put in 
place by individual 
countries, and this could 
lead to repatriations 
taking longer than usual 
and fewer options being 
available for some time. 

“Some airlines also 
refused to carry anyone 
who had passed away 
from COVID-19, despite 
the guidance and steps 
taken by IATA to limit 
the risks. Rates have 
increased in some – but 
not all – cases due to the 

lack of competition and, on 
many routes, the demands 
from global trade. Key 
Air’s full repatriation 
team remained on call 
throughout the crisis to 
assist funeral directors in 
guiding the families and 
communities they serve.

“We have been aided 
by our Brexit contingency 
planning, including heavy 
investment initially aimed 
at ensuring that Brexit 
will have little effect on 
our customers. Key staff 
have greater access to 
remote working, and we 
extended our out-of-hours 
service with direct access 
phone lines and in-house 
Customs capabilities. 

“This makes us the only 
repatriation specialists 
with the ability to access 
Customs and transmit 
the required declarations 
24/7 at Heathrow, 
Gatwick, Manchester and 
Birmingham. This all 
ensures that no matter 
what obstacles are ahead 
– whether it be COVID-19 
or Brexit related – the 
team at Key Air remains 
committed to ensuring that 
everything possible is done 
quickly and efficiently, so 
you can continue to serve 
communities and families 
as you always have.” 

Call (0)208 756 0500 
or email repatriations@
keyair.eu
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REPATRIATION AND THE
‘NEW NORMAL’ 

SAIFInsight’s guide to the repatriation services around the UK
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LCK FUNERAL
SUPPORT SERVICES

Specialists in repatriation 
to Ireland and further afield, 
LCK’s Alan McCaffertey says 
the firm’s services expanded 
during the COVID-19 crisis

With a wealth of experience dealing 
with disasters all over the world 
behind it, Alan McCafferty’s family 
firm has long been a go-to service 
for repatriating people to and from 
the UK. So, when the COVID-19 crisis 
hit and international flights and 
repatriation became impossible 
due to lockdown, Alan wanted to 
serve the community as best he 
could. Over the past few months his 
team has been working even more 
closely with their funeral partners in 
north west London, adding night-
time removals to the usual daytime 
ones, with their funeral support 
services seeing a 250% uplift  
during the crisis.

Going into lockdown, Alan saw 
the need for greater storage facilities, 
and set up a site just outside London 

to make funeral directors’ lives 
easier. “Instead of coming all the way 
into London or to the airport, funeral 
directors or their service providers 
could deliver the deceased there so 
they could save around four hours on 
any journey, freeing up their time to 
be dealing with families.”

As the business is named 
after Alan’s children – LCK stands 
for Liam, Christopher and Katie, 
who work alongside Alan – it’s 
clear that family is important 
to him and he is keen to see the 
people in his care returned to  
their own families. 

“During the lockdown, COVID-19 
was on many death certificates and 
that blocked a lot of people getting 
their loved ones home. People felt 
forced to do cremations here and 
then take their loved ones’ ashes 
overseas. However, repatriation to 
some countries was impossible if 
COVID-19 was on the certificate, 
which is unfortunate. It will be good 
to get people back to their families 
after such a long time.”

So now that international flights 
have restarted, the focus is on 

repatriating people further afield.  
The LCK team can assist with 
time-consuming embassy visits 
which have their own challenges 
as Alan explains: “Each embassy 
has different ways of working – we 
could spend a whole day at the 
Indian embassy, for example, as they 
generally issue paperwork the same 
day. Or with the Italian embassy we 
have to get permission before we can 
even visit the embassy and that can 
take three weeks.”

Having a team at their disposal 
will help funeral directors serve 
their families and Alan is keen 
to offer his assistance: “Whatever 
funeral directors need from us 
or want us to do, we’ll do it,” says 
Alan. “We can do everything from 
picking up the deceased person to 
supplying coffins, dealing with the 
embassy and, of course, getting 
people home.”

LCK Funeral Support Services,  
8 Windmore Close,  
Wembley HA0 2SR  
Call 07760 627 998  
or 0208 900 9222
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Thomas W Hathaway 
offers a 24-hour 
service across the UK

“With my 24-hour caring 
service available for funeral 
directors to engage with, 
I can provide continued 
support and a one-to-one 
service using top of the 
range equipment along 
with a very discrete 
transport facility to fulfil 
your requirements.

“As I am experienced 
in repatriation both 
overseas and nationally, 
and highly competent in 
many different aspects of 
the funeral service, I can 
meet your expectations 
and deliver a dignified and 
respectful service. 

“I have 10 years’ 
experience of working with 
funeral directors and, with 
a personal, professional, 
caring, and dignified 

approach towards my 
work, I can offer you the 
best service carried out to 
the highest standard. We 
can prepare a deceased 
person for repatriation 
internationally including 
embalming, embassy work, 
flights, and CAD seal or 
zinc lining.

“I have modern, fully 
insured discrete vehicles 
and am equipped to meet 
all deceased handling 
needs. Please contact 
me for a no obligation 
discussion and quotation.”

Call 07780 118 458 
(24hrs) or visit  
www.national 
repatriation.co.uk

NATIONAL REPATRIATION LIMITED EURO-CITY DIRECT

Alan Webb-Moore  
on the frustrations  
of COVID-19

“Real issues have arisen 
from the fact that many 
airlines and countries 
are not accepting human 
remains or anyone that 
had died as a result of 
COVID-19, even though 
according the SAIF 
guidelines  state that after 
72 hours a deceased would 
no longer be infected. 

We deal with specialist 
embalmers who can 
ensure that the deceased 
is no longer a risk and no 
longer infectious, however 
if COVID-19 is mentioned 
on the death certificate we 
hit a stumbling block.  

We have over 25 people 
waiting to be transferred 
back to Nigeria but at 
present the Ministry of 
Health and Agriculture is 

closed so we are unable 
to obtain the required Port 
Health Waiver. Similar 
restrictions apply to 
other African, Indian and 
Caribbean destination. 

For us, these times 
are extremely tough as 
we pride ourselves in 
offering the best customer 
service. In normal 
circumstances we can 
offer the information 
and costs needed almost 
instantaneously, but we 
are having to check and 
research each case.   
I believe it will be at  
least six months before 
things return to some  
form of normality.

 
Call 01306 632 952
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GUY ELLIOT LTD.

Guy Elliot offers  
UK-wide repatriation 
and faced challenges 
during the crisis

“When the general public was 
advised not to leave home unless it 
was essential, I was unsure of how to 
approach the COVID-19 pandemic and 
soon felt overwhelmed with what was 
often conflicting information coming 
in from various sources that I am in 
contact with throughout the wider 
funeral profession. 
    “I had a full compliment of PPE 
already in stock and, as a company, 
was already very well-resourced, 
except for face masks, which I had 
not had a need to use much within the 
last 14 and a half years of my career.

“After two weeks of the lockdown 
coming into place, I had sourced 
a small amount of face masks, 
and, with advice from colleagues 
from other companies, decided 

on a company strategy of how to 
approach my UK-wide duties.

“I had difficulties in sourcing hot 
food and hotels during my nationwide 
journeys, but managed to provide 
the same service as I had previously, 
with the only difference being that 

repatriations have 
been taking longer 
to conduct, due 
to the extremely 
careful procedures 
I have been 
following in order 
to avoid cross 
contamination of 
equipment, vehicle 
and supplies.

“My main focus 
going forward is 
to continue with 
the same stringent 
procedures and 
make sure that  
I maintain a large 
stock of PPE, 
regardless of cost to 

my company, and plan for the worst-
case scenario for the forseeable future.”

Guy Elliot Ltd
Call 07770 407 610 or  
0141 3700 384 or email 
conscientiously@outlook.com

ALBA
REPATRIATIONS

Stephen Murren 
offers national 
and international 
repatriation 

“We are an independent 
family business. Since 
2004 we have built an 
excellent reputation for 
reliability, customer care, 
discretion, fast response 
and value for money. We 
are based in the west 
of Scotland, close to 
Glasgow Airport and the 
M8 motorway, with its 
links to all parts of the 
UK. We are also close to 
the main ferry ports to 
Northern Ireland and can 
transfer by road and  
ferry to all parts of 
Ireland, normally within 
24 hours of collection.

“We have a combined 
experience of over fifty 
years in the funeral 
profession and are well 
experienced in the transfer 
of deceased persons.

“We have experience 
in repatriation to all 
areas of Europe and 
worldwide destinations 
to and from Scotland. 

We have a number of 
contacts in London, 
Netherlands, Poland, 
France and Spain who 
we can call on to ensure 
a seamless service for all 
repatriations. Recently we 
have manged repatriation 
to and from Egypt, France, 
Netherlands, Germany, 
Spain, Poland and the 
Czech Republic. 

“We also have regular 
weekly repatriation to 
Ireland and Northern 
Ireland from either 
Liverpool or Stranraer 
ferry terminals and cover 
the whole of the UK. 

“We are happy 
to give advice to 
funeral directors and 
families on current or 
future requirements 
or concerns on any 
disruption during this 
current situation.” 
 
For help, advice or a 
no obligation quote 
call Stephen on 07834 
489 766 or 07962 076 
766, or email at info@
albarepat.co.uk.

T CRIBB & SONS

John Harris, of 
London’s T. Cribb 
& Sons, has a great 
deal of knowledge  
to share

“We are based in East 
London, serving the 
whole of the city and the 
main airports – Gatwick, 
Heathrow and Stansted.

“Our company was a 
founding member of SAIF 
and we have a team of 
100 across our funeral 
business in the UK, plus 
three funeral homes in 
Ghana which I visit every 
couple of months.

“The repatriations  
arm of our company 
flies people to Ghana, 
Nigeria, the Phillipines, 
Uganda and Kenya. Of 
course, when the flights 
stopped, the repatriations 
stopped and the real 
challenge of where to 
store the deceased was 
the main issue – both 
here and in Ghana. We 
invested heavily in three 
temporary mortuaries 
– refrigerated storage 
containers, fully lined in 
stainless steel and kitted 

out with 
racks. These 
are totally 
portable 
and can be 
stacked and 
stored so they’re ready  
for future use. 

“Passenger flights are 
beginning to return, so 
in the next few weeks we 
will hopefully see a drastic 
difference in the number of 
repatriations we can do. 

“We can assist any 
funeral directors with 
embassy visits, zinc-
lined coffins and can get 
everything ready for them. 
Also, we are always there 
to help any funeral director 
with funeral customs. 
We have learned a great 
deal working with the 
Ghanaian community 
and we have a lady who 
comes to wash and dress 
the body according to 
Ghanaian customs. We 
also have traditional Kente 
cloth to use in Ghanaian 
funerals. We will happily 
give advice or lend our 
expert out if needed.”

Call 020 8023 8238 or 
see www.tcribb.co.uk for 
more information.
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APRIL 22
UK death toll: 18,100 
Present: DMAG, Ministry of Justice 
(MoJ), Cabinet Office (CO), Public 
Health England (PHE) and the Welsh 
Government (WG). 

>> MoJ advises that The Health 
Protection (England) Regulations 
2020 came into effect on April 
21, clarifying rules for burial 
grounds and crematoria 
gardens of remembrance, as 
well as allowing people to visit 
and pay their respects. 
>> Survey results indicate funeral 
directors are busy but coping, with no 
capacity issues. Some crematoria have 
little availability, but neighbouring 
areas have spare capacity. Funeral 
directors encouraged to book 
cremations once paperwork in place. 
DMAG offers to assist the CO  
with any plans for easing of  
lockdown restrictions. 
>> PHE discusses duty of disclosure 
of COVID-19 status; alignment of 
UK nations: embalming; body bags; 
refrigeration – the virus has been 
detected in refrigerated conditions up 
to nine days after death; viewing of 
deceased by families; faith and belief 
practices and social isolation. 

APRIL 23
Present: MoJ, WG and the Department 
of Health and Social Care (DHSC).

>> MoJ raises concerns about body 
storage in May. SAIF suggests agreed 
number of mourners across crematoria 

could alleviate booking hotspots. 
>> WG reports Local Resilience 
Forums (LRFs) functioning with good 
collaboration in Wales. PPE to be 
supplied via joint equipment stores. 
SAIF raises continuing problem of 
misinformation on funeral directors 

being asked to verify death and 
DHSC advises new guidance 

due for publication. DMAG 
advised of legal requirement 
for verification of death. 
>> NAFD raises importance 
of PPE for funeral drectors 

in care homes. DHSC states 
assumption that removal of 

deceased is probable COVID-19. APCC 
discusses clarification that public can 
attend a funeral at their own risk. DHSC 
recommends discussion with PHE 
potential asymptomatic attendees at 
funerals. DHSC advises funeral directors 
to ensure use of appropriate PPE and 
that COVID-19 testing is in the pipeline. 
SAIF requests information from DHSC 
on protocols for funeral directors 
collecting from and handing over  
to temporary mortuaries. 

APRIL 24
UK death toll: 19,506 
Present: DMAG members, MoJ  

>> MoJ asks DMAG for more evidence 
on the financial stability/vulnerability 
of sector. CMA investigation into 
funeral sector currently suspended, 
findings to date based on 2018 data. 
DMAG feel conclusions need re-visiting 
and significant new trends will need 
consideration. MoJ asks DMAG view  

ABOUT THE DECEASED 
MANAGEMENT 
ADVISORY GROUP

There has always been a great 
deal of mutual support and 
co-operation between all the 
kindred organisations who 
represent the bereavement 
sector. As COVID-19 developed, 
they agreed to work together 
to better support not only 
their members, but society as 
a whole. The organisations 
involved were: 

 n Association of Private 
Crematoria and Cemeteries 
(APCC) 

 n Federation of Burial and 
Cremation Authorities 
(FBCA) 

 n Funeral Furnishing 
Manufacturers’ Association 
(FFMA) 

 n Institute of Cemetery and 
Crematorium Management 
(ICCM) 

 n National Association of 
Funeral Directors (NAFD) 

 n National Society of Allied 
& Independent Funeral 
Directors (SAIF) 

 n The Cremation Society.
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TEAMWORK

ANATOMY OF A 

CRISIS
From informing government policy to highlighting capacity and equipment 
challenges, the Deceased Management Advisory Group has represented the 
bereavement sector throughout the COVID-19 crisis. SAIFInsight is charting  

their influence throughout the unfolding crisis

PART 2:  

THE STORAGE 

CHALLENGE



on capacity – this is generally good 
– but lack of detailed modelling data 
makes it difficult to forecast position 
going forward. 
>> DMAG informs the MoJ revised 
policy on retention of ashes due to be 
published. Advice initially drafted to 
reassure families that ashes would 
be suitably cared for where collection 
not possible due to social distancing. 
Policy acknowledges significant 
benefit to families to have ashes 
wherever possible. 
>> DMAG informs the MoJ that many 
cemeteries and crematoria grounds  
are now being opened following 
amended regulations. 
>> DMAG warns of issues with people 
using cemeteries for reasons other 
than paying respects or exercise. 
Burial authorities retain right to close 
them if necessary. 
>> MoJ asked to clarify whether 
COVID-19 can appear as sole cause  
of death on the medical certificate. 
>> DMAG letters on Pandemic 
Multiagency Response Teams 
(PMART) confirmed sent to Mayor of 
London and West Midlands LRF. 
>> Guidance note on coffins and contents 
being prepared for DMAG approval. 
>> The issue of radioactive implants  
is discussed. It is agreed to monitor  
the situation.

APRIL 27
Present: Ministry of Justice 
(MoJ), Ministry of Housing, 
Communities and Local 
Government (MHCLG), 
Department of Health and 
Social Care (DHSC), and 
Cabinet Office (CO).  

>> DMAG invited to provide feedback 
on the new gov.uk COVID-19 
information web page – a keyword 
search facility and certain guidance 
falling under more than one heading  
is suggested. 
>> MHCLG advises the General Register 
Office (GRO) confirms COVID-19 is 
an acceptable cause of death, but 
‘possible’ or ‘probable’ COVID-19  
is not acceptable. 
>> MHCLG reports new online ordering 
service for PPE to be rolled out shortly 
and confirms funeral directors are 
permitted to use temporary mortuaries 
but there is no national protocol for 
transferring the deceased. Local 
protocols, in line with PHE guidance, 
apply and any concerns to be raised 
with the LRF and PHE.
 >> MHCLG aware of DMAG’s letter to 
the London Mayor. They understand 
the body wrapping process was 
used because body bags were not 

available, and no complaints had 
been received by London LRF. DMAG 
advises that members have raised 
concerns and that there is also a lack of 
understanding as to why PMART had 
been activated, and a concern it could 

be triggered elsewhere.
>> DHSC reports revised PHE 

guidance on care of the 
deceased and DHSC guidance 
on the verification of death 
will be published shortly.
>> CO advises creating a 

template for local authorities 
to gather information from those 

involved in the death management 
system should the additional 
powers in the Coronavirus Act 
be triggered. 
>> DMAG asked that 
clarification was given about 
the interaction between the 
Public Health Act 1984 and the 
Coronavirus Act, as at least one 
local authority had threatened to 
use powers of the former to intervene  
if families delayed funerals. CO to 
report back on this. 

APRIL 30
UK death toll: 26,771 
Present: Ministry of Justice (MoJ)  
and Scottish Government (SG).

>> MoJ reports the idea of an online 
portal for crematorium capacity 
initiated by ICCM & FBCA had been 
rejected by the CO but DMAG requests 
discussions on this re-open. 

>> Costs for PPE supplied to funeral 
service workers and concerns over  
low supply of PPE discussed. 
>> SG confirms PVC body bags 
not suitable for cremation. APCC 
recommends a specification be sought 
for what is a suitable body bag for 
cremation purposes. 
>> NAFD’s initial results into funeral 
director capacity for storage of 
deceased persons reveals conflicting 
reports in areas of London where no 
storage is available and temporary 
mortuaries are being used. 
>> Question raised over whether the 
erection of memorials could be seen 

as essential work. ICCM feels 
local authorities would be 

able to process memorial 
applications as the number  
of deaths decline.
>> APCC reports it has 
drafted an email to gauge the 

economic effect that the present 
situation is having on funeral 

businesses, crematoria and cemeteries. 
>> DMAG members feel that the 
response to its letter to the Mayor 
of London over concerns with the 
operation with PMART did not 
sufficiently answer the issues raised. It 
is noted that there is no response from 
the West Midlands to a similar letter.

Next issue: As the UK death toll 
continues to rise, care homes 
become the new focus for  
funeral directors
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Above: The members of DMAG - we thought you’d like to put faces to names! 
Representing The Cremation Society, NAFD, APCC, FBCA, SAIF and FFMA.



Business Matters
FURLOUGHING CHANGES + LATE PAYMENTS HELP + LICENSING LET-OFF + ACCESS  
TO PPE ON OUR WEBSITE + LOCKDOWN RULES RELAX + SUPERB SHOW OF SUPPORT

A
s you may be aware, on 29 May, 
the Chancellor of the Exchequer 
as part of the daily Government 
briefing announced changes to 
the Job Retention Scheme.

The scheme was introduced 
to provide wage assistance to 
businesses that were affected by 

the coronavirus to cover the hours that the 
employee could not work.  

This will  slowly be wound down 
unti l  the end of  October,  when it 
will cease. The scheme will require 

employers to start to contribute to the  
wage costs.

As furloughed employees can start to 
return to work on a part-time basis from 
1 July, the monetary limits as noted above 
will be pro-rata to the hours not worked. l

 

Further information can be found at 
www.gov.uk/government/news/
chancellor-extends-self-employment-
support-scheme-and-confirms-
furlough-next-steps

CHANGES TO THE JOB 
RETENTION SCHEME
The Government’s furlough support is being withdrawn in 
phases, with the first big change coming into force in July.

SAIF website
As a SAIF member, there 
is a wealth of resources 
and information 
available to you to 
access in the secure 
members’ area of the 
SAIF website, including 
a stand-alone page for 
COVID-19. Included is 
a section on associates 
and non-associates who 
can supply PPE. While 
we are now past the 
initial peak, it would 
be a good time for 
members to check their 
stock levels to ensure 
that preparations are 
in place in the event of 
subsequent waves of 
infections and deaths.

Driving licence 
extension
Do you have a photocard 
licence which needs 
to be updated with a 
new photo at the end of 
the 10 years’ validity, 
which expires between 
1 February 2020 and 31 
August 2020? The DVLA 
has announced that they 
will be automatically 
extending this for  
seven months from  
the expiry date.

This is notification 
only, as this will 
be automatic, and 
reminders will be sent 
out to those before the 
extension ends. 

www.gov.uk/
government/news/
drivers-granted-7-
month-photocard-
licence-extension

LATE PAYMENT SUPPORT  
FOR SMALL BUSINESS
The Department for Business Energy and 
Industrial Strategy  (BEIS) has provided information 
from The Small Business Commissioner,  
www.smallbusinesscommissioner.gov.uk. 
which has helped small businesses recover 
monies owed to them following disputes over 
delayed payments, or in some cases non-payment, 
because of financial hardship.

If you would like more information:
 n General advice:   

enquiries@smallbusinesscommissioner.gov.uk  
 n To make a complaint against a firm 

regarding non-payment: complaints@
smallbusinesscommissioner.gov.uk  

A BIG  
THANK YOU
The team at the SAIF 
Business Centre 
would like to take the 
opportunity to thank 
all our members and 
associates for their 
support and patience 
during the current 
situation as we work 
to get things back 
to as normal as can 
be. We understand 
that this has been a 
difficult time for all. 

Month Government Pays Employer Pays

June & July 80% of wages up to £2,500 plus employer 
NICs and pension contributions

Nothing

August 80% of wages up to £2,500 Employer NICs and 
pension contributions

September 70% of wages up to £2,187.50 Employer NICs and pension 
contributions and 10% of wages to 
make up the 80% to the cap of £2,500

October 60% of wages up to £1,875 Employer NICs and pension 
contributions and 20% of wages to 
make up the 80% to the cap of £2,500
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THE BIG 
EASING

As lockdown reduces, Simon  
Bloxham, Managing Director  
of Safety for Business,  
explains how to stay safe

C
OVID-19 continues to affect 
us but with the lockdown 
loosening,  we need to 
reconsider the safety of 
more people coming into 
the workplace. Many of you 
will have continued working 
throughout the pandemic 
as you are considered a 
vital service, but have you 
assessed the risks and 
thought about the controls 

to implement, adjust or improve?
The first thing is a risk assessment.  

That’s how we do good health and 
safety management, by risk assessing the 
problem. What is that risk assessment 
going to need to include though?

You will remember the five steps to 
risk assessment – hazard identification, 
people at risk, evaluate the risk, implement 
further controls if necessary, record and 
review. So, starting at the beginning, what 
are the hazards?

Hazards
We can start with the infection risk and 
then… well that’s it really. We are trying to 
stop people getting infected. You need to 
think about how people can get infected, 
what would they be involved in to get 
infected by someone else?  Here are a few 
things to consider:

 n Visiting premises where people are or 
may be infected. This could be a home 
or a hospital or it could be a member of 
staff coming back to work, who comes 
into contact with the virus from a 
deceased person

 n Handling a deceased person who has 
died from the virus or a related matter

 n Preparing the deceased for viewing 
and actually viewing the deceased by 
relatives

 n Embalming activities
 n Attending a funeral service

There may be more but if you 
start to think about the ways of 
preventing infection from these 
potential risks, you should be able 
to protect from anything else the 
virus throws at you.

Control measures
There are many ways to 
prevent infection – here 

are just a few. They might work for you 
or they might not. But the main thing is, 
if you implement some of these or amend 
them in some way to fit in a little more 
with how you are working, you are trying 
to keep your people safe.

So, what can be done? Well this is not 
rocket science, this information has been 
out there in one form or another for some 
time now.

 n Use the minimum number of people for 
whatever that task is

 n Liaise with residents/care home 
managers/hospital staff on arrival to 
assist in managing removals

 n Use the social distancing rule and mark 
out the premises to help remind people

 n Make PPE available (respiratory 
protection, gloves, eye protection, 
overalls). I know this is basic for those 
handling the deceased, but what about 
office staff or visitors?

 n Don’t forget handwashing prior to and 
after removals 

 n Antibacterial handwash has to be 
available to staff especially where they 
cannot wash their hands

 n Don’t forget your universal precautions 
against infection – you will have been 
doing this for years

 n Vehicles need to be cleaned with anti-
bacterial and anti-viral products before 
and after use

 n Use equipment to move deceased where 
possible to avoid manual handling 
issues – give that equipment a good 
sanitising after use as well

Using vehicles for funeral services
One other area of risk is providing a 
limousine service. This is a high-risk 
event and as such needs some significant 
controls to avoid infection.

 n Look at installing screens that are large 
enough to prevent the virus spreading 

to drivers and staff in the front of  
the vehicle
 n Brief  the family about the 

measures to be taken when you 
make the funeral arrangements

 n Only allow passengers from the 
same household to travel in 

the same vehicle
 n Air conditioning may 

spread infections 
therefore it is not to 

be used during transport.  Windows are 
to be kept open to improve ventilation.

 n The driver should only open and close 
the door for the service users

 n The service user must get into and 
out of the vehicle themselves or with 
assistance from another service user

 n Only staff who are willing to drive the 
vehicle are to be used for the service

 n Hand sanitiser should be provided in 
the vehicles for staff and service users

 n Keep the numbers in the vehicle as low 
as possible

 n Pa s s e n g e r s  s h o u l d  b e  o f f e r e d  
face masks, non-allergenic gloves  
and sanitiser

 n The driver should wash their hands 
with soap and water for at least 20 
seconds prior to and after each journey

 n After each funeral, the interior of the 
vehicle, including the dividing screen, 
is to be steam cleaned or wiped down 
with disinfectant

 n The person cleaning the vehicle must 
wear suitable personal protective 
equipment as well
It is going to be this way for some time 

to come, so implement these measures or 
something like them now! And if there is 
something you are doing a little differently, 
maybe more effectively, do the decent 
thing and share it around. Not just with 
other funeral directors you know, but 
SAIF as well. They are the perfect vehicle  
to get information around members  
really quickly.

If you still want support  
then don’t worry
Help is at hand! As a member of SAIF:

You can talk to a safety professional 
at Safety for Business simply by calling 
08456 344164.

You are also entitled to a discount on 
our fees when we help you with your 
health and safety needs

We can visit you to see how you are 
doing when it comes to compliance. This 
is free of charge apart from travel costs.  
So what have you got to lose? l

BUSINESS MATTERS



Our changing marketplace
As we continue to adapt to our ‘new 
normal’ in the face of the coronavirus 
pandemic, I’d like to acknowledge not 
only the professionalism and compassion 
of our members as you continue to 
serve the immediate needs of families 
and communities, but also the work 
of those members who are continuing 
to responad to families’ pre-planning 
needs. Continuing funeral plan sales and 
accepting funeral plan allocations fills an 
important need at this difficult time and 
it’s great to see so many of you have been 
able to allocate time towards it.

While, like you, my primary focus 
has been on dealing with the demands 
of the current situation, I’m aware of the 
increasing interest from families wanting 
to talk about pre-planning and the need 
to be readily positioned to respond to 
these enquiries.

On page 25 Golden Charter’s Director 
or Sales, Mark Moran, makes reference 
to independent research which quantifies 
this. The data shows a marked increase in 
the proportion of over 55s who agree that 

funeral directors should be promoting 
their services just now.

While Golden Charter has realigned 
its efforts and focus in concentrating its 
support on us in other ways over the last 
few weeks, it is right that we now begin 
to consider when it is appropriate to 
reignite funeral plan marketing activity 
as we begin to see increased interest from 
our families.

Preparing for regulation
Meanwhile, regulation continues to be 
a key priority as we prepare to meet 
the new Funeral Planning Authority 
(FPA) standards, designed to bring 
greater protection to customers, treat 
customers fairly and put them at the 
heart of what we do. I would recommend 
you read page 9 and listen to the latest 
Partnership Podcast, where FPA CEO 
Graeme McAusland discusses the future 
of funeral planning and how we need  
to prepare.

AGM and Executive elections 
Finally, I’d like to advise that we are 

planning for our AGM to take place 
virtually this year, on Saturday 19 
September. We will have three Executive 
positions available for election, with both 
Anthony O’Hara and John Tempest having 
completed their existing three-year terms, 
and an additional vacancy left by our 
colleague and friend Matthew Gallagher 
who sadly died at the end of 2019.

Any eligible member seeking to put 
themselves forward for election should 
contact our Secretary at secretary@
saifcharter.co.uk to provide their written 
nomination. The deadline for intimating 
an interest is Friday 7 August, six weeks 
in advance of the AGM, which allows us 
time to publicise candidates’ interests in 
advance of the vote.

Further information and the ability to 
vote will be made available online, in the 
secure members’ area of saifcharter.co.uk. 
You will now have received a link with 
new website credentials, so please access 
your login today, if you haven’t already, 
and make sure you’re ready to have your 
say and influence the future direction of 
our Association. l

SAIFCHARTER

Please follow @SAIFCharter on Twitter 
and like our Facebook page to keep up 
to date with our association’s news and 
updates as we grow our community of 
independent funeral businesses online.

MOVING FORWARD 
IN A NEW WORLD

SAIFCharter Chair Adam K Ginder reflects on growing consumer 
appetite for funeral planning, preparing for regulation and how to 
engage with the upcoming AGM and Executive election process
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Your SAIFCharter Executive
To contact your SAIFCharter Executive about any subject, please send an email to contact@saifcharter.co.uk
If you want to speak directly to a funeral director, you can also reach the Chairman, the SAIFCharter Secretary,  
or any of the Executive members around the country through the details below.

 Adam K Ginder (Chair 
and Golden Charter Board 
representative) 
M K Ginder & Sons, North London 
chairman@saifcharter.co.uk 

 Helen Wathall (Golden 
Charter Board representative) 
G Wathall & Son Ltd, Derby, East 
Midlands helen@wathall.co.uk

 Jeremy West  
(SAIF representative) 
West & Coe Ltd,  
Essex, South East London 
j.west@westcoe.co.uk

 Arran Brudenell
Anstey & District Funeral 
Services Ltd, Leicester,  
East Midlands
arran@ansteyfunerals.com

 James Morris 
William Purves Funeral 
Directors, Scotland  
enquiries@williampurves.co.uk 

 Paul Stevenson 
Paul Stevenson Funeral 
Directors Ltd, Ayrshire, Central 
Scotland 
paul@funeral-scotland.co.uk

 John Tempest  
Robson & Ellis Funeral Service, 
Leeds, Yorkshire & East Lancashire 
john.tempest@leedsfunerals.co.uk

 Anthony O’Hara 
Nicholas O’Hara Funeral Directors 
Limited, Dorset, West England 
anthony@oharafunerals.co.uk

 John Byrne 
(Secretary) 
J T Byrne Funeral Directors,  
Lancashire 
secretary@saifcharter.co.uk 
john.byrne@jtbyrne.co.uk

 James Tovey (Golden 
Charter Board representative) 
Tovey Bros Funeral Directors, 
Newport, South Wales 
james@toveybros.co.uk

 Declan Maguire (SAIF 
Scotland representative) 
Anderson Maguire Ltd,
Glasgow, Central Scotland
dec@maguire.partners



EXECUTIVES

James Carcary
Scottish President

James Morris
1st Vice  
President

Declan Maguire
2nd Vice  
President

Alan Morrison
Treasurer &  
Membership

Gavin  
Henshelwood 
Secretary  

Joe Murren
Scottish Government  
Liaison Officer

Paul Stephenson
Past President
 

Jim Auld
Executive Committee  
(Complaints & Standards)

Terry Tennens                
Chief Executive  
National SAIF

Tim Weir 
Executive  
Committee

Jim Henshelwood
Honorary Life President

Y O U R  S A I F  
E X E C U T I V E S

The Executive Committees act as the governing institution of SAIF. 
To contact your SAIF Executives, email info@saif.org.uk or call 0345 230 6777.

Mark Porteous                            
National President

Jo Parker                          
1st Vice  
President

Mark Horton                   
2nd Vice  
President

Jim Auld                   
Immediate  
Past President

Terry Tennens                
Chief Executive  
& Secretary

Paul Allcock                      
Executive Committee

Darren Carpenter          
Executive Committee

Daniel Ginder                 
Executive Committee

David Gresty                   
Executive Committee

Simon Helliar-Moore                 
Executive Committee

Ross Hickton                 
Executive Committee

Sean Martin                    
Executive Committee

Gemma O’Driscoll           
Executive Committee

Liam Roberts                     
Executive Committee

Paul Sillett                         
Executive Committee

Jeremy West F.SAIF      
Executive Committee

James Carcary                
Scottish President

Suzanne Grahame       
Golden Charter

NATIONAL

SCOTLAND
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UK funeral director business support network: local representatives

LEADERSHIP TEAM

NORTH

Steve Driscoll 
Head of Business 
Partnerships (Interim)
M: 07808 101 886
E: steven.driscoll@
goldencharter.co.uk

Daniel Hare
National Business 
Manager South
M: 07717 696 683
E: daniel.hare@
goldencharter.co.uk

Jacqui McGilveray
Interim National 
Business Manager North
M: 07900 580 611
E: jacqui.mcgilveray 
@goldencharter.co.uk

Mark Moran
Director of Sales
M: 07834 417 312
E: mark.moran@ 
goldencharter.co.uk

REGIONAL BUSINESS MANAGERS

Stephen Heath
South West England  
& South Wales
M: 07809 320 838
E: stephen.heath@
goldencharter.co.uk

Nicholas Dawson
Central Midlands
M: 07921 066 740
E: nicholas.dawson@
goldencharter.co.uk

Iain Catchpole
South East England  
& London
M: 07568 100 555
E: iain.catchpole@
goldencharter.co.uk

Sally Dyson
North East England
M: 07738 741 707
E: sally.dyson@
goldencharter.co.uk

Nico Rocchiccioli
Scotland &  
North West England
M: 07717 314 280
E: nico.rocchiccioli@
goldencharter.co.uk

SOUTH

13Amanda  
Hodson

West Midlands and  
North Wales ABM
M: 07714 923 342
E: amanda.hodson@
goldencharter.co.uk

14Terry Lee
South West  

England ABM
M: 07713 309 750
E: terry.lee@ 
goldencharter.co.uk

11 Steffan  
Davies

South Midlands ABM
M: 07740 239 404
E: steffan.davies@
goldencharter.co.uk

18David 
Oliver

North London ABM
M: 07711 368 059
E: david.oliver@
goldencharter.co.uk

15Steve  
Bennett

East Anglia ABM
M: 07803 015 514
E: steve.bennett@
goldencharter.co.uk

17Neil Hodgson
South East  

England ABM
M: 07718 706 311
E: neil.hodgson@
goldencharter.co.uk

12Paul  
Firth

South Wales ABM
M: 07720 097 534
E: paul.firth@
goldencharter.co.uk

1 6   
East England ABM

Please contact  
Steve Bennett (#15)

10 
 

West England ABM

Please contact  
Steffan Davies (#11)

9Konrad 
Wilkinson

Ireland ABM
M: 07715 038 663
E: konrad.wilkinson@
goldencharter.co.uk

8Amy  
Smithson

West Yorkshire &  
East Lancashire ABM
M: 07711 368 112
E: amy.smithson@
goldencharter.co.uk

7Ben Farina 
East Yorkshire 

ABM
M: 07715 038 665
E: ben.farina@
goldencharter.co.uk

4 Paul Hodgson
North East 

England ABM
M: 07834 417 315
E: paul.hodgson@
goldencharter.co.uk

6 Aldwell 
Bosanquet

Central Midlands ABM
M: 07850 659 705
E: aldwell.bosanquet@
goldencharter.co.uk

3 Rosie Kinley
Glasgow and 

West Scotland ABM
M: 07850 655 420
E: rosie.kinley@
goldencharter.co.uk

2Nico 
Rocchiccioli

Edinburgh,  
South Scotland  
and Cumbria ABM
M: 07717 314 280
E: nico.rocchiccioli@
goldencharter.co.uk

1 Linda  
Harvie

North Scotland ABM 
M: 07900 557 850
E: linda.harvie@
goldencharter.co.uk

5 South Cumbria, 
Lancashire & 

Merseyside ABM
Please contact Taibah 
Rafiq (see Further 
Contacts)

COVID-19 UPDATE
Please note some business 
managers are currently on 
furlough due to COVID-19. 

Affected funeral directors 
will be contacted, however 
if you are unclear who your 
current contact is please 
speak to your area’s National 
Business Manager.
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FURTHER CONTACTS

Morgan Murray 
Funeral Director 
Business Advisor
T: 0800 111 4512
E:  morgan.murray@
goldencharter.co.uk

Stewart Bodys 
Contact Centre 
Manager
T: 0141 931 6844
E: stewart.bodys@
goldencharter.co.uk

Taibah Rafiq 
Funeral Director 
Business Advisor
T: 0141 931 6853
E:  taibah.rafiq@
goldencharter.co.uk

Malcolm Flanders
Director of Emerging 
Market Insight
M: 07713 313 034
E: malcolm.flanders 
@goldencharter.co.uk

This map shows the 
numbered regions that our 
Area Business Managers 
(ABMs) cover. Please see 
the contact list opposite to 
find your region and the 
relevant contact details. You 
can get in touch with your 
ABM regarding anything you 
need to know about Golden 
Charter. If your business 
doesn’t have an assigned 
Area Business Manager 
right now, please contact the 
National Business Manager 
most appropriate for where 
your business is located 
and they will be delighted to 
put you in touch with your 
nearest one.

Those of you who work 
with our Regional Business 
Managers can also find their 
contact details on the first 
column of the opposite page.
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SUPPORT

PLAYING THE BLAME GAME

T
here’s a new pandemic sweeping 
across the entire world. It’s called 
the ‘blame game’.

You may have noticed how 
rarely these days people accept 
responsibility for things they 
could and maybe should have 
controlled. Rather there is an 

increasing tendency to ask: “Who can I/we 
blame?” In minor adversities and earth-
shattering calamities, many first responses 
are to figure out who or what could be at 
fault and to vent frustrations.

The fundamental rule of the blame 
game is: if something goes wrong, someone 
other than me must be blamed. 

There are so many examples: one 
country blames another; the right blames 
the left and vice versa; politicians blame 
the media, the media blames whomever; 
the perpetrator blames the victim; one 
race blames another race; the student 
blames the teacher for a poor test 
result, ignoring that they didn’t study; 
the bereaved blame the doctor, medical 
system, funeral director, or even God for 

an unacceptable outcome.
At one extreme are people 

who need to find someone or 
something to blame for every 

s i tuat ion (mentioning  no 
names, although one jumps 

immediately to my mind!).
N a r c i s s i s t s  a r e 

notorious for placing 
blame on others. 
Even when they 

clearly did wrong, 
they cannot or 

will not accept 
responsibility. 

Such people 
often do know 
r i g h t  f r o m 

wrong, but cannot 
a l l o w  s o m e t h i n g 
n e g a t i v e  t o  b e 

seen as  their 
fault, another 

manifestation of their self-centeredness, 
protecting their often fragile ego.

Blaming is mostly self- defense; 
projecting onto others what they don’t 
want to see in themselves. Blaming others 
is easier. President Eisenhower once said: 
“The search for a scapegoat is the easiest 
of all hunting expeditions.”

Interestingly, master blamers regularly 
excuse themselves for negative behaviours.

At the other end are people who blame 
themselves for everything, believing 
every bad situation is their fault, often 
viewing themselves as inept, foolish, or 
irresponsible. The same tendency also 
motivates them to attribute their successes 
to external factors, such as fate, chance or 
pure luck, rather than their own ability.

No one wins the blame game 
Fear of being blamed forces everyone to 
play in defense mode where no one has 
the courage to take responsibility, creating 
an ‘everybody against everybody’ culture. 
Is this not what we see in today’s world?

Let me suggest some reasons people 
play the blame game:

1. Blame is an excellent defence 
mechanism
A defence mechanism is an unconscious 
strategy  whereby  people  protect 
themselves from anxious thoughts or 
feelings. Blaming is a distraction that 
helps preserve self-esteem by avoiding 
awareness of flaws or failings. Even when 
people know they are guilty, they blame to 
divert attention.

But as Victor Hugo succinctly puts it: 
“The guilty one is not he who commits the 
sin, but the one who causes the darkness.” 

Many ask who is to ‘blame’ for 
the pandemic and accompanying sad 
circumstances. Perhaps we could better 
ask who has spread the darkness?

2. Blame helps us default to rational 
explanations
Rudyard Kipling stated: “I never 

made a mistake in my life; at least, never one 
that I couldn’t explain away afterwards.”  

When something goes wrong, we 
want to understand the reason why this 
has happened. Defaulting to a rational 
approach (or even an irrational one) is 
how we avoid connecting to our emotions. 
The blame culture is based on the 
assumption that there’s always someone 
else at fault. Blamers are quick to create 
‘rational’ explanations, thus avoiding 
accepting responsibility for events they 
could have controlled. As Shannon  
L Alder puts it: “People that have trust 
issues only need to look in the mirror. 
There they will meet the one person that 
will betray them the most.”  

3. It’s easier to blame than accept 
responsibility
Choosing the easy way out is why society 
often defaults to pointing fingers. There’s 
less effort in blaming others than accepting 
that you are at fault, and changing.

But one of life’s most significant 
realisations is that things don’t always go 
how you want. We expect life to be fair, 
but have a broken idea of fairness. Life is 
neither fair nor unfair; life is the way it is. 
But rather than accepting bad things, we 
prefer to lay blame.

Unlike other sports, the more often you 
play the blame game, the more you lose. 
Learning to acknowledge when we need 
take ownership when things go wrong 
helps us grow and ultimately achieve a 
more fulfilling life.

Let me conclude with two stanzas of 
Rudyard Kipling’s If:

If you can keep your head when all about you
Are losing theirs and blaming it on you,   

If you can trust yourself when all men 
doubt you,

But make allowance for their doubting too;   
If you can fill the unforgiving minute

W i t h  s i x t y  s e c o n d s ’  w o r t h  
of distance run,

Yo u r s  i s  t h e  Ea r t h  a n d 
everything that’s in it,
And — which is more —  
you’ll be a man, my son!

By the way, if you dislike or 
disagree with this article, don’t 

blame me! l

WORDS: DR BILL WEBSTER

UNLIKE OTHER SPORTS, THE 
MORE YOU PLAY THE BLAME  
GAME, THE MORE YOU LOSE

Dr Webster

Why searching for scapegoats and venting frustration is not the answer 
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SAIF Associates Directory 2020
C A R R I A G E  M A S T E R S  & 
H O R S E D R AW N  C A R R I A G E S
Brahms Electric Vehicles Ltd
Mr S Cousins & Mr A Briggs 
(Milton Keynes) • 01536 384 261
electric@brahmselectricvehicles.
co.uk • www.brahmselectric 
vehicles.co.uk

Motorcycle Funerals Ltd 
Mrs M Sinclair (Measham) 
• 01530 515 250 marian@ • 
motocyclefunerals.com  
• www.motorcyclefunerals.com 

Superior UK Automotive Ltd
Mr Peter Smith (Aldermaston) 
0118 971 4444 • info@superioruk.
com • www.superioruk.com

Wilcox & Co (Limousines) Ltd 
Mr L Wilcox (Chalfont St.Peter, 
Buckinghamshire) • 01753 480 
600 • www.limousines.co.uk 

Volkswagen Funerals
Ms C Brookes & Ms M Orton 
(Nuneaton) • 02476 399 296  • 
info@vwfunerals.com  
• www.volkswagenfunerals.co.uk

Woods Garage  
(Carriage masters)
Mr D Wood (Sevenoaks)   
• 01732 453 256  
• woodsgarage@outlook.com

C A S K E T  &  C O F F I N 
M A N U FA C T U R E R S
Bradnam Joinery Ltd
Mr B Spittle (Haverhill)  
• 01440 761 404 • info@
bradnamjoinery.co.uk  
• www.bradnamjoinery.co.uk

Colourful Coffins
Ms M Tomes (Oxford)  
• 01865 779 172 
• enquiries@colourfulcoffins.com  
• www.colourfulcoffins.com

DFS Caskets
Mr Martin Smith (Annan) • 01461 
205 114 • dfscaskets@aol.com  
www.dfscaskets.co.uk

Halliday Funeral Supplies Ltd
Mr P Halliday (Birkenhead) • 0151 
609 3600 • philip@hallidayltd.
co.uk • www.hallidayltd.co.uk

J & R Tweedie
Mr R Tweedie (Annan) • 01461 206 
099 • www.jrtweedie.co.uk

JC Atkinson and Son Ltd
Mr J Atkinson (Tyne & Wear) • 0191 
415 1516 • jamie@jcatkinson.co.uk  
• www.coffins.co.uk

J. C. Walwyn & Sons Ltd
Mr K Walwyn (Derbyshire) • 01335 
345 555 • sales@jcwalwyn.co.uk  
• www.jcwalwyn.co.uk

Leslie R Tipping Ltd
Mr J Tipping (Cheshire) 
• 0161 480 7629 
• sales@lrtipping.co.uk  
• www.lrtipping.co.uk

Musgrove Willows Ltd
Mrs E Musgrove (Somerset)   
• 01278 699 162 
• info@musgrove willows.co.uk 
• www.musgrovewillowcoffins.com

Natural Woven Products Ltd
Mr A & Mr D Hill (Somerset) 

01278 588 011 • contact@
naturalwovenproducts.co.uk
• www.naturalwovenproducts.co.uk

P & L Manufacturing Ltd 
Mr P Halliday (Gloucester)  
• 01684 274 683  
• sally@pandl manufacturing.co.uk  
• www.pandl manufacturing.co.uk

Passages International Inc. Ltd
Mr R Crouch (Berkshire)  
• 01628 290 220  
• passages@tiscali.co.uk 
• www.passagesinternational.co.uk

Somerset Willow England
Mrs H Hill (Somerset)  
• 01278 424 003  
• enquiries@
somersetwillow.co.uk 
• www.willowcoffins.
co.uk

Tributes Ltd
Mrs S Macmillan  
(W. Sussex) • 
0845 388 8742 • 
marketing@tributes.ltd.
uk • www.tributes.ltd.uk

Urns UK Ltd
Mr P & Mrs B Patel (Potters Bar) 
01707 645 519 •  
info@urnsuk.com •  
www.urnsuk.com

CEMETERIES & CREMATORIA
GreenAcres Woodland Burials, 
Chiltern
Ms Marisa Isaacs • 
01494 872 158 • info.chiltern@
greenacrescelebrate.co.uk • 
www.greenacrescelebrate.co.uk

GreenAcres Woodland  
Burials, Chislehurst
Mrs C Graham • 0208 300 9790
• info@green acresgroup.co.uk
• www.greenacrescelebrate.co.uk

GreenAcres Woodland  
Burials, Colney
Ms Sam Curtis 
01603 811 556 • info.colney@
greenacrescelebrate.co.uk • www.
greenacrescelebrate.co.uk/colney

GreenAcres Woodland Burials, 
Epping 
Mrs Deborah McNamara 
• 01992 523 863 • info.epping@
greenacrescelebrate.co.uk  

• www.greenacrescelebrate.
co.uk/epping

GreenAcres Woodland  
Burials, Rainford
Mrs Karen Halpin 
(Merseyside) 
• 01744 649 189 
• info.rainford@

greenacrescelebrate.
co.uk • www.

greenacrescelebrate.co.uk

GreenAcres Woodland Burials, 
Heatherley Wood
Ms Sharon Solomon (E. Hampshire) 
• 01428 715 915 • info.heatherley@
greenacres celebrate.co.uk  
• www.green acrescelebrate.co.uk

Herongate Wood  
Cemetery
Ms J Sawtell (Essex) 
• 01277 633 085 • enquiries@
herongatewood.co.uk • www.green-
burial.co.uk

F U L L  M E M B E R  
C H A N G E  O F  
D E TA I L S /A D D R E S S 
Mr J Burgess
J J Burgess & Sons
444 Hatfield Road
St Albans
Hertfordshire
AL1 4TB
(Previously at 223 Hatfield Road, 
AL1 4TB)

A S S O C I AT E S  
C H A N G E  O F  
D E TA I L S  /A D D R E S S
SAIFInsure  
(Unicorn IB Limited)
2 The Drive
Wallington
Surrey

SM6 9LX
(Previously at Old Coulsdon, 
Surrey)

Mazwell Group 
Units 11 
14-15 Ardglen Industrial Estate 
Whitchurch 
Hampshire 
RG23 7BB 
(Previously called  
The Dodge Company) 

Canfly Marketing Ltd 
Unit 10 
Bramery Business Park 
Alston Lane 
Cheltenham 
GL51 8HE 
(Previously at 23 St. Lukes Place, 
GL53 7JL) 

N O  L O N G E R  
A  M E M B E R
Brodies Funeral  
Services Limited
9 West Main Street
Harthill
Shotts
North Lanarkshire ML7 5QD

80-86 West Main Street
Armadale
West Lothian EH48 3QA

10 North Bridge Street
Bathgate
West Lothian EH48 4PS

15 Fairbairn Road
Livingston
West Lothian 
EH54 6TS

1 Bog Lane
Whitburn
West Lothian 
EH47 0EQ

MEMBERSHIP

Note:  
All pending 
members & 
associates 
have been 
advertised on the SAIF 
website for objections  
from SAIF members.   
Any objections should 
have been received 
by the close date shown 
for each application

TO ADVERTISE 
HERE, CONTACT
Elliot Whitehead 
0131 561 0020
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Westerleigh Group Ltd
Mr D John (Bristol) • 0117 937 1050 
• info@westerleighgroup.co.uk 
• www.westerleighgroup.co.uk

The Natural Burial Company Ltd
Mr C Doggett (Leicestershire) 
• 0116 222 0247 • info@thenatural 
burialcompany.com  
• www.thenaturalburialcompany.com

C L O T H I N G
Keltic Clothing
Mr D Barry & Mrs L Kendrick (West 
Midlands) • 08450 666 699 
• louise@kelticclothing.co.uk
• www.kelticclothing.co.uk

Waterfront Manufacturing Ltd
Mr A Jenkinson (Norfolk) 
• 01953 718 719 • alan@
waterfrontmanufacturing.co.uk • 
www.waterfrontmanufacturing.co.uk

E D U C AT I O N  &  T R A I N I N G 
Independent Funeral Directors 
College Ltd
Corinne Pengelly • 0345 230 6777
• corinne@saif.org.uk  
• www.ifdcollege.org

E M B A L M I N G 
G T Embalming Service Ltd 
Mr G Taylor (Brighton) • 01273 693 
772 • gtembalming@btinternet.com 
• www.gtembalming.com

E Q U I P M E N T  &  S E RV I C E S
CPL Supplies (Stainless Steel 
Specialists) 
Mr W McGuckin (N. Ireland) 
028 8167 1247 • sales@cplsupplies.
com • www.cplsupplies.com

Fibrous (Funeral Supplies)
Ms V Hancock (Cheshire)
0161 429 6080 • vanessa.hancock@ 
fibrous.com • www.fibrous.com 

Flexmort (Mortuary Solutions)
Mr S Rothwell (Gloucester) 
• 08455 333 561 • info@flexmort.
com • www.flexmort.com

Hygeco (Mortuary Solutions)
Ms H Lockwood (W. Yorkshire) 
• 0113 277 8244 • info@hygeco.com 
• www.hygeco.com

Rose House Funeral Supplies Ltd 
Mr M Wilson (Derbyshire) 
• 01283 819 922 • martin@
rosehousegroup.co.uk 
• www.funeral-supplies.co.uk

THW Refrigeration Ltd
Mr W Quail (Hants)  
• 01276 601 039 • william@
thwrefrigeration.com  
• www.mortuaryequipmentdirect.
co.uk

F I N A N C E  &  
P R O F E S S I O N A L  S E RV I C E S 
C u r t i s  L e g a l  Lt d
Mr C Bond (Monmouth) • 01600 
772 288 • cbond@curtislegal.co.uk • 
www.curtislegal.co.uk

Forum of Private Business
Mr I Cass (Knutsford, Cheshire)  • 
01565 626 001 • info@fpb.org  
• www.fpb.org

Funeral Administration Ltd
Mr A Tucker (Suffolk) 
• 07803 562 008 • alun@
funeraladministration.co.uk

Frontline 
Communications  
Group Ltd (Call 
handling /  
delivery service)
Mr D Jones 
(Portsmouth) 
• 01489 866 630  
• david@wearefrontline.
co.uk • www.
wearefrontline.co.uk

Funeral  
Products B.V 
Mr M Brooks (London) • 01908 538 
016 • m.brooks@guneralproducts.nl  
• uk.funeralproducts.eu

Goldray Funeral  
Consultancy Ltd
Mr R Barradell (E. Yorkshire)  
• 01964 503 055 
• richard@goldray.co.uk

G Turner Consulting Ltd
Mr G Turner (Wellington) • 
07917 221 497 • guy.turner@
funeralconsultancy.co.uk  
• www.funeralconsulting.co.uk

Lemon Business Solutions Ltd 
(24/7 Bespoke call management 
solutions)
Mr M Anderson & Ms L Wratten 
(Stockton-on-Tees) 
• 0800 612 7595  
• info@no-sour-business.co.uk  
• www.no-sour-business.co.uk

Mark Binnersley (PR/media)
(W. Midlands) • 07392 006 928 • 
hello@markbinnersley.co.uk  
• www.markbinnersley.co.uk

Safety For Business 
Mr S Bloxham (Letchworth Garden 
City) • 0845 634 4166 
• info@safetyforbusiness.co.uk  
• www.safetyforbusiness.co.uk

Neopost Ltd 
Mr A Coo (London)  
• 01708 716 000
• www.neopost.co.uk

Occupational Safety Systems 
(UK) Ltd
Mr S Bloxham  
(Letchworth Garden City)  
• 0845 634 4166 
• info@safetyforbusiness.co.uk  
• www.safetyforbusiness.co.uk

The Probate Bureau
Mr D Hartley West (Hertfordshire) 
• 01920 443 590 • info@
probatebureau.com  
• www.probatebureau.com

Redwood Collections  
(Debt collectors)
Mr M Rogers (Surrey) 
• 0208 288 3555 
• mrogers@redwoodcollections.
com 
• www.redwoodcollections.com

SAIFInsure (Unicorn  
Insurance Brokers)

Mr B Hart• 0203 603 
4194 • 0774 057 7654 
• brian@ 
saifinsure.org.uk 
• www.saifinsure.
co.uk

SAIF Resolve (Scott 
& Mears)  

(Debt collectors)
Bill Baddeley (Essex) • 01702 

312 737 
• enquiries@saifresolve.co.uk 
• www.saifresolve.co.uk

Skingle, Helps & Co  
(Accountants)  
Mr J Helps (Surrey) 
• 0208 770 1095  
• www.helps.co.uk

South Essex Insurance  
Brokers Ltd
The Manager (Essex) • 01708 850 
000 • www.seib.co.uk

The Will Associates  
t/a Honey Group and  
Honey Legal 
Mr A Gardiner  
(Market Drayton, Shropshire) 
• 01630 723 105 • operations@
honeygroup.co.uk  
• www.honeylegal.co.uk 

Trident Marketing Anglia Ltd 
(Graphic Design, Website and 
Marketing)
Mr C Beswick/Mrs V Beswick 
(Semer, Ipswich) • 01473 823 700   
carl@tridentmarketinguk.com • 
www.tridentmarketinguk.com 

Trust Inheritance Ltd 
Alan Spencer 
(Weston-Super-Mare)
• 01934 422 991 • alanspencer@
trustinheritance.com • www.
trustinheritance.com

UK200group.co.uk  
(Association of Independent 
Accountants & Lawyers)
Ms S Wise (Aldershot, Hampshire) 
• 01252 401 050 • admin@uk200 
group.co.uk • www.uk200group.
co.uk

F U N E R A L  O F F I C I A N T S
Association of Independent 
Celebrants
Mr P Spicksley (Lincolnshire) 
• 07783 323 324 • chairman@
independentcelebrants.com •  
www.independentcelebrants.com

Humanists UK
Miss I Rosso 

• 020 7324 3060 • ceremonies@
humanism.org.uk • www.humanism.
org.uk

Civil Ceremonies Ltd
Anne Barber (Northamptonshire) 
• 01480 276 080 • info@
civilceremonies.co.uk •  
www.civilceremonies.co.uk

County Celebrants Network
Mr Eric Gill (Wiltshire) 
• 07770 625 378 • 
ericgillcelebrant@outlook.co.uk • 
www.county celebrantsnetwork.com 

Fellowship of Professional 
Celebrants
Mrs T Shanks (W. Sussex) 
• 01903 602 795 
• celebranttraining@gmail.com  • 
www.professionalcelebrants.org.uk

Institute of Civil Funerals
Barbara G Pearce (Northamptonshire)  
• 01480 861 411 • info@iocf.org.uk 
• www.iocf.org.uk

F U N E R A L  P L A N N I N G
Golden Charter Ltd
Mr M Flanders (Glasgow)   
• 0141 931 6300 
• malcolm.flanders@ 
goldencharter.co.uk   
• www.goldencharter.co.uk

Golden Leaves Ltd
Barry Floyd (Croydon, Surrey) 
• 0800 854 448  
• barry@goldenleaves.com   
• www.goldenleaves.com

Open Prepaid Funerals Ltd 
Mr J Taplin (Solihull) 
• 0330 660 0072 
• john@openprepaidfunerals.co.uk 
• www.openprepaidfunerals.co.uk

G R AV E D I G G E R  & 
E X H U M AT I O N  S E RV I C E S
DTH Burial & Churchyard  
Services
Mr D Homer (Measham) • 07912 855 
460 • davidhomer67@gmail.com

I T  &  W E B S I T E
Adtrak Media Ltd (Digital 
marketing consultancy) 
Mr C Robinson (Nottingham)  
• 0115 959 7192 • hello@adtrak.
co.uk • www.adtrak.co.uk

Donatis Giving Ltd 
(Donation management solution)
Mr M Robinson (Devon) 
• 01803 229 467 • Hello@donatis.
co.uk • www.donateinmemory.co.uk 

Eulogica (Bespoke funeral 
software)
Mr D I Wright (Sheffield) 
• 0845 351 9935 • diw@eulogica.
com • www.eulogica.com

I-NETCO Ltd (Web design)
Mr G King (Newcastle) • 0191 242 
4894 • gerry@i-netco.co.uk •  
www.funeraldirectorwebsites.co.uk

TO ADVERTISE 
HERE, CONTACT
Elliot Whitehead 
0131 561 0020
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Lionel John Solutions (Software 
development & tech support)
Ms M Stoneman (W. Sussex) • 
07729 779 031 • dev@lioneljohn.
com • www.lioneljohn.com

Logic Networks Ltd (Solemnity 
UK) (Cloud-based software) 
Shon Alishah (London) • 0208 986 
2596 • www.logicnetworks.co.uk

Oak Technology Ltd  
(Funeral management software) 
Mr S Richardson (W. Yorkshire) 
• 01924 600 401 • enquiry@ 
funeralsoftware.co.uk
• www.funeralsoftware.co.uk

Search4Local Ltd (Digital 
Advertising Assitance) 
Mr C Andrews (Devon) • 01392 409 
159 • chros@search4local.co.uk  
• www.search4local.co.uk

M E M O R I A L S  & 
R E M E M B R A N C E
Acorn UK (2006) Ltd  
(Memorial jewellery)
Mrs Wendy Owen (W. Kingsdown, 
Kent) • 01474 853 672 • 07956 143 
049 • enquiries@acorn-uk.co.uk  
• www.acorn-uk.co.uk

Aura Flights (Ashes into space)  
Dr Chris Rose (Sheffield)
• 0114 213 1050 • info@auraflights.
com • www.ashesinspace.com 

Cleverley & Spencer  
(Monumental masons)
Mr I R Spencer (Dover)
• 01304 206 379 
• enquiry@clevspen.co.uk
• www.clevspen.co.uk

Fotoplex Grigio Ltd  
(Personalised photos)
Mr C Gray (Hampshire) 
• 01329 311 920 
• sales@fotoplex.co.uk  
• www.fotoplex.co.uk

Groupe Delfosse  
– New Urn
Mr D Arnaud (Sault – Brénaz, France) 
• 0033 474 3726 928 
• newurn@delfosse.fr 
• www.newurn.co.uk

Life Expressions (UK & Europe) Ltd  
(Derbyshire) • 0800 368 9233   
• david@legacyexpressions.co.uk   
• www.lifeexpressionsltd.co.uk

MacIntyre Memorials Ltd
Mr A MacIntyre (Glasgow) 
0141 882 3772 • info@
macintyrememorials.co.uk   
• www.macintyrememorials.co.uk

The MuchLoved Charitable Trust
Mr J Davies/Ms J Baker  
(Amersham, Bucks) • 01494 722 
818 • trustees@muchloved.com  
• www.muchloved.com

Scattering Ashes
Mr R Martin (Devon) • 01392 581 

012 • info@scattering-ashes.co.uk • 
www.scattering-ashes.co.uk

Secure Haven Urns & Keepsakes Ltd
Mrs C Yarwood (Essex) • 01277 377 
077 • cyarwood@securehaven.co.uk 
• www.securehaven.co.uk 

Shaw’s Funeral Products,  
Shaw & Sons Ltd
Ms Sarah Smith (Crayford,  
Kent) • 01322 621 100 • sales@
shaws.co.uk • www.shawsfuneral 
products.co.uk

Signature Aromas Ltd
Mr Brian Chappell (Sedgley) 
01902 678 822 • brianchappell@
signaturearomas.co.uk   
• www.signaturearomas.co.uk

The Natural Burial Company Ltd
Mr C Doggett (Leicestershire)  
• 0116 222 0247 
• info@thenatural burialcompany.
com • www.thenatural 
burialcompany.com

O T H E R S
Grief Journey
Linda D Jones (Essex)  
• 0333 8000 630 • 07779 108760 
• linda@griefjourney.com 
• www.griefjourney.co.uk 
• www.griefjourney.com

Funeral Service Journal (FSJ)
(Worthing, West Sussex) 
Editorial: Russ Bravo / Advertising: 
Denise Walker • 01903 604 338 • 
editorial@fsj.co.uk • www.fsj.co.uk

Funeral Guide  
(funeral resource for the public) 
Mr E Gallois/Mr K Homeyard 
(Exeter) • 01392 409 760  
• support@funeralzone.co.uk   
• www.funeralguide.co.uk 

LCK Funeral Support Services Ltd
Mr A Mccafferty (Wembley)  
• 0208 900 9222 • l.c.k.f.s.s@
outlook.com • www.lckfuneral 
supportservices.co.uk

Professional Help Ltd
Mrs C Betley (Burton 
in Kendal) • 01524 
782 910 • info@
professionalhelp.
org.uk   
• www.professional 
help.org.uk 

The Bereavement Register 
(Suppressing unwanted mail) 
0207 089 6400 • help@
thebereavementregister.org.uk • 
www.thebereavementregister.org.uk

Reach Plc (Multimedia publisher)
Mr D Minns (Hull) • 01482 428 866  
• darren.minns@reachplc.com   
• www.funeral-notices.co.uk

Stevens and Sons Funeral 
Services Ltd (Supply staff, 
vehicles & land repatriations) 

Mr G Stevens (East Finchley) • 0203 
507 1707 • office@stevensandsons.co.uk
 
The White Dove Co Ltd (releasing 
doves at funerals)
Mr K Proctor (Essex) • 0208 508 1414 
• info@thewhitedovecompany.co.uk 
•www.thewhite 
dovecompany.co.uk

P R I N T I N G  &  S TAT I O N E RY
Gateway Publishing (Part of 
Mimeo (UK) Ltd)
Mr M Moore (Huntingdon)  
• 01480 410 444 • info@gateway-
publishing.co.uk • www.gateway-
publishing.co.uk 

PCD Media (East Anglia) Ltd t/a 
Funeral Print UK
Mr Dodd (Ipswich)   
01473 731 225 • tom@
funeralprintuk.com 
• www.funeralprintuk.com

Polstead Press
Tracy Goymer (Suffolk)
01449 677 500
tracy@ghyllhouse.co.uk
www.polsteadpress.co.uk

RNS Publications
Mr C Shaw (Blackpool, Lancashire) 
01253 832 400 • cs@rns.co.uk
www.rns.co.uk

R E M O VA L  & 
R E PAT R I AT I O N  
S E RV I C E S
Alba Repatriation & Cremated  
Remains Transportation
Mr S Murren (Paisley)   
07834 489 766 • info@albarepat.
co.uk • www.albarepat.co.uk

Cremated Remains  
Transport Services
Lord John P A Kersley  
(Bognor Regis) • 01243 583 913 • 
advance salesuk@aol.com  
• www.advance salesuk.com

Euro-City Direct Ltd
Mr J W Kindleysides 

(Dorking, Surrey) • 
01306 632 952  
ecduk@btconnect.
com

Guy Elliot Ltd
Mr G Elliot 

(Kingswells, 
Aberdeen)   

0777 040 7610 • 
conscientiously@outlook.com

Key Air – The  
Repatriation People
Mr B Birdsall (Hayes, Middlesex) 
0208 756 0500 • repatriations@
keyair.eu • www.keyair.eu

LCK Funeral Support  
Services Ltd
Mr A Mccafferty (Wembley)   
0208 900 9222 • l.c.k.f.s.s@
outlook.com • www.lckfuneral 
supportservices.co.uk

Mears Repatriation 
Mr G Hart (London)  
0203 455 0305  
info@mears.london  
www.mearsrepatriation.com

National Repatriation
Mr T W Hathaway (Doncaster) 
07780 118 458 • info@national 
repatriation.co.uk • www.national 
repatriation.co.uk

Rowland Brothers International
Mr S Rowland & Mr A Rowland • 
0208 684 2324 • info@rowland 
brothersinternational.com • www.
rowlandbrothersinternational.com

Staffords Repatriation Services
J Stafford & C Davis (Dublin)   
0035 318 550 555  
ns@funeralservices.ie

TCB Group 
Mr D Green (Belfast) • 0289 560 
8444 • info@tcbfreight.com  
www.tcbgroup.eu

TCS Repatriation 
Mr J Harris (Essex)
0208 023 7706 • www.tcribb.co.uk/
repatriations

Walkers Repatriation Service
Mr T Walker (Staffordshire)  
07792 022 048  
tjwalker60@gmail.com

S O F T  G O O D S  & 
F U N E R A L  S U P P L I E S
Allsops CTF Ltd
Mr G Allsop (W. Sussex)  
• 01903 213 991  
• info@allsops.net

Bradnam Joinery Ltd
Mr B Spittle (Suffolk) 
• 01440 761 404 
• info@bradnam joinery.co.uk 
• www.bradnamjoinery.co.uk

Canfly Marketing Ltd 
(Branded luxury rope bags)
(Cheltenham) • 0207 859 4443 
• info@canflymarketing.com 
canflymarketing.com 

Clarke & Strong Ltd
Mr B Fry (W. Midlands)  
• 0247 622 1513 • info@
clarkeandstrong.net  
www.clarkeandstrong.com

Leslie R Tipping Ltd
Mr J Tipping (Cheshire)  
• 0161 480 7629 • sales@lrtipping.
co.uk • www.lrtipping.co.uk

The Mazwell Group 
Mr Caldwell (Whitchurch, 
Hampshire) • 01256 893 868 • 
enquiries@themazwellgroup.com • 
www.themazwellgroup.com 

Thorley Smith Ltd
Mr D Tonks (Wigan) • 01942 243 
331 • sales@thorleysmith.com
• www.thorleysmith.com

TO ADVERTISE 
HERE, CONTACT
Elliot Whitehead 
0131 561 0020




