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UNIT 2 

Standards of Professional Practice 
and Premises
Unit Purpose: 
This unit describes the knowledge and performance outcomes required to gain 
an understanding of the standards required of a funeral professional and within 
a funeral home. This unit has six learning outcomes and four activities.
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UNIT 2 - Standards of Professional Practice and Premises

Introduction 

Learning outcome Unit criteria

1 Understand how standards apply to employees within a funeral context

2 Understand the purpose and principles of the NAFD Code of Practice

3 Understand four main requirements of a funeral home

4 Understand the logistical factors required to set up a funeral home

5 Know the five preferred facilities within the funeral home

6 Understand client redress procedures

Activity 1

Put yourself into the shoes of the owner of a 
funeral business.  Take this opportunity to create 
your own extensive list of standards that are of 
importance to the running of the funeral home. 
To start with, what are the basic standards you 
would expect? When you have identified the basic 
standards, start to add more detail to your list.

If you own your own funeral business, carry out 
the same requirements as above. 

Upload to your portfolio
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UNIT 2 - LO1.0 - Understand how standards apply to employees within 
a funeral context
The ability to give instructions is only one part of 
your role. Just as important is the ability to make 
sure that your instructions are being carried out 
correctly - both now and in the future. It is impossible 
to monitor the performance of people working with 
you on the day of the funeral unless you are quite 
clear in your own mind what an acceptable level of 
performance is. What is equally important is that 
your team also know what standard is expected of 
them. Most importantly of all, is that yours and your 
teams’ understanding of acceptable standards of 
tasks to be performed must be the same. This is your 
responsibility. It is wrong to assume that because 
you know what you expect, that everyone else does. 
Spell it out.

There are two steps to assessing or monitoring 
performance:

  Establish what an acceptable level or standard of 
performance is for a particular task
  Establish how an individual’s actual performance 
compares to your expectations.

A good funeral director / conductor will use both as 
an opportunity to work with the team.

Most of the things we do as employees have some 
sort of an informal standard associated with them. 
Very often the acceptable standard is far from 
clear. Occasionally the funeral director and other 
staff members have different ideas of what is and 
isn’t acceptable. Needless to say, this can cause a 
significant amount of confusion.

The following are possible causes of acceptable 
standards not being understood or perhaps made 
clear.

  Dress
  Use of language
  Professional and ethical behaviour
  Time management
  Attention to detail
  Expectations and protocols in the funeral home – 
relating to the care of the deceased
  Expectations and protocols at the crematorium or 
place of burial.

The NAFD Code of Practice (‘the Code’) sets out the 
high standard of service that bereaved families can 
expect in their dealings with Category A (UK funeral 
firm) members of the National Association of Funeral 
Directors. Among other things, the Code sets out 
key requirements in respect of price information, 
estimates, final accounts and marketing.
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UNIT 2 - LO2.0 - Understand the purpose and principles of the  
NAFD Code of Practice
Members’ compliance with the Code is monitored 
by the Association’s Committee for Professional 
Standards with support from complaint handling 
staff at National Office and a national team of 
Standards and Quality Managers.

The requirement that all Category A members must 
abide by the Code ensures that bereaved families 
can look for the NAFD logo as a symbol of quality 
and the highest standards when they are choosing a 
Funeral Director.

The NAFD Code of Practice
Funerals are an important part of the grieving 
process and Funeral Directors provide an invaluable 
service by making arrangements and providing 
services for clients at a time when they may be 
vulnerable and emotional. The NAFD requires its 
members to adopt the highest standards, both 
in assisting their client to choose a funeral that is 
right for them and the person that has died, and in 
providing a professional and compassionate service 
according to the wishes of the client.

In 1979, to foster good practice within the funeral 
service profession, the National Association of 
Funeral Directors drew up a Code of Practice. The 
Code of Practice applied to all Category A members 
(UK funeral firms). Since 1979, a number of changes 
have been made to the Code of Practice, ensuring 
a stricter and more wide-ranging set of criteria was 
established.

There has, perhaps, never been a more important 
time for the whole profession to work together 
under a united representative body to deliver the 
highest possible standards.

As well as the interest in the profession by 
Government, the funeral profession remains almost 
constantly under the spotlight of both traditional 
media (print, television and radio) as well as across 
digital and social media. Given all of this change, not 
only must Funeral Directors continue to deliver the 
highest levels of client service, they must be seen to 
do so, giving confidence to the general public who 
rightly expect the highest standards of care,
It is important that all funeral directing, funeral 
arranging and funeral service operating staff have 
read and fully understood the Code of Practice.

The Code of Practice highlights the basic relationship 
between a Funeral Director and their client, 
guiding the public to expect good service from this 
relationship.

By following the Code, the Funeral Director 
guarantees to the public:

  The integrity of a Funeral Director
  Value for money
  A dignified, professional and compassionate 
service
  Itemised charges
  A written, itemised estimate
  The support and standards monitoring of a 
respected and professional trade association and
  An independent complaints service for dissatisfied 
clients, even in circumstances where they might 
not have a valid legal claim.

The NAFD Code of Practice is detailed in full in the 
next column.

Code of Practice Stipulations
This Code of Practice is founded on the fundamental 
principle that Category A funeral directing members 
of NAFD, who by virtue of their membership, agree 
to operate the business in a professional manner 
and to be responsible for the actions and decisions 
of their employees. The Code of Practice sets out the 
high level of service that clients may expect in their 
dealings with a member of the National Association 
of Funeral Directors, and the NAFD carries out 
regular monitoring of members’ compliance with the 
Code.

This Code applies to all funeral directors. 
For the purposes of this Code a funeral director is 
defined as: 

  “A person or organisation whose primary or 
commercial activities consist of, or includes the 
arrangement and conducting of funerals.”

  For the avoidance of doubt, this definition includes 
all of the following:

  Funeral businesses, including direct cremation 
providers, sole traders and partnerships

  Funeral business owners
  Funeral business staff who routinely come into 
direct contact with bereaved families

  Funeral business staff responsible for arranging 
funerals

  Funeral business staff responsible for the care or 
transport of deceased people

  Managers of funeral business staff
  Funeral business managers
  Anyone who sells funerals.
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UNIT 2 - LO2.1 - Understand the purpose of the NAFD Code of Practice

The Code Principles
The Code Principles define the fundamental ethical 
and professional standards expected of funeral 
directors when providing funeral services. You 
should always have regard to the Principles and 
use them as your starting point when faced with an 
ethical dilemma.

Where two or more Principles come into conflict 
the one which takes precedence is the one which 
best serves the public interest in the particular 
circumstances.

The Outcomes (O)
The outcomes describe what funeral directors 
are expected to achieve in order to comply with 
the relevant Code Principles in the context of the 
relevant part of the Code. 

Any failure by a funeral director to operate in 
accordance with these mandatory provisions will 
constitute a breach of this Code. However, not every 
breach of the Code will result in disciplinary action by 
a regulator.

There may be multiple ways of achieving the 
Outcomes. If you choose a different method from 
those set out in the NAFD Funeral Director Code 
Guidance (available via the NAFD website), you 
should be prepared to demonstrate how you have 
nevertheless achieved the outcome. It is advisable 
to carefully consider how you can best achieve 
the outcomes, taking into account the size of your 
business, the particular circumstances of the matter 
and, crucially, the needs of your clients.

Code Principles
This Code is founded on the following ten mandatory 
principles. Any failure to operate in accordance with 
these principles will constitute a breach of this Code.

Funeral Directors must:

1.  Act in the best interests of each client, 
prospective client and customer

2.  To provide the best possible level of care to 
bereaved people, keeping in mind the specific 
needs of each client and family

3.  Respect and maintain the dignity of deceased 
people in their care at all times

4.  Act transparently, with honesty and integrity
5.  Provide clients will full and fair information about 

services, products and associated prices
6.  Behave in a way that promotes and maintains 

public trust in their business, the funeral directing 
profession and related industries

7.  Comply with all legal and regulatory obligations 
and deal with their regulators in an open, timely 
and cooperative manner

8.  Run their business effectively and in accordance 
with proper governance and sound risk 
management principles

9.  Run their business in a way that encourages 
equality of opportunity and respect for diversity

10.  Run their business in a way that encourages a 
culture that values and welcomes feedback as a 
way of putting things right and improving service.
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UNIT 2 - LO2.2 - Understand the purpose of the NAFD Code of Practice

Part 1: Taking Care of Your Clients
This part is about providing a proper standard of 
service, which takes into account the individual 
needs and circumstances of each client and 
bereaved family. This includes providing clients 
with the information they need to make informed 
decisions about the services and products they 
require, how these will be delivered and how much 
they will cost. This will enable you and your client to 
understand each other’s needs, expectations and 
responsibilities. 

Your relationship with your client is a contractual 
one which carries with it legal, as well as conduct, 
obligations. This part focuses on your obligations in 
conduct.

You are generally free to decide whether or not to 
act for a client in any matter, provided you do not 
discriminate unlawfully (see Part 7 of this Code).

Outcomes 
You must achieve these outcomes:

O1.1   You treat your clients and prospective clients 
fairly, with respect and dignity, keeping in mind 
that some will be vulnerable

O1.2   You have the resources, skills and procedures 
to carry out any instructions you accept

O1.3   The service you provide to clients is competent, 
delivered in a timely manner and takes account 
of each client’s needs and circumstances

O1.4   You give your clients and prospective clients 
sufficient information to allow them to make 
informed decisions about the services they 
need and the options available to them

O1.5   Your full pricing information (including an 
explanation of third- party costs) is made 
available clearly both at your funeral home(s) 
and, where you have a website or other online 
presence, online

O1.6   Your clients receive full and clear information, 
both at the time of engagement and when 
appropriate as their matter progresses, about 
the likely overall cost of their matter

O1.7   Prospective clients are made aware that 
they are personally responsible for ensuring 
they are legally entitled to make the funeral 
arrangements

O1.8   You take all reasonable steps to avoid 
becoming embroiled in family disputes and 
conflict situations.

Part 2: Your Operational Facilities
This part is about ensuring you have access to 
suitable premises and equipment to enable you and 
your staff to provide a proper standard of care for 
the deceased people who are entrusted to your care.

Outcomes
You must achieve these outcomes:

O2.1   You have access to suitable facilities and 
equipment to enable you to care for the 
deceased people you take into your care

O2.2   Your mortuary facility is secure and accessible 
by authorised persons only

O2.3    You either: have suitable refrigerated mortuary 
facilities; or have access to suitable refrigerated 
mortuary facilitates by virtue of an enforceable 
service level agreement with a third-party

O2.4   You have access to sufficient space to 
appropriately store every deceased person you 
take into your care

O2.5   Each deceased person must be stored 
appropriately and in a way that takes into 
account the Health and Safety Executive 
Guidance on controlling the risks of infection 
at work from human remains: a guide for 
those involved in funeral services (including 
embalmers) and those in exhumation.
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UNIT 2 - LO2.3 - Understand the purpose of the NAFD Code of Practice

Part 3: Caring for Deceased People
This part is about providing a proper standard of 
care for the deceased people who are entrusted to 
your care and ensuring you only act when authorised 
to do so.

Any references to “deceased people” or a “deceased 
person” in this part should be construed as also 
referring to cremated remains.

Outcomes 
You must achieve these outcomes:

O3.1   You preserve the dignity of the deceased 
people in your care at all times

O3.2   Before taking a deceased person into your 
care you take all reasonable steps to establish: 
the identity of your contractual client; 
that your contractual client has authority to 
instruct you; 
that your contractual client has given consent 
for you to act; 
contact details for your contractual client; and 
the identity of the deceased person

O3.3    Where possible, your client is always kept 
informed of the precise location of the 
deceased person they have entrusted into 
your care

O3.4  You keep an accurate and comprehensive 
written or electronic record of all deceased 
persons who are brought into your care.  This 
record must be sufficiently detailed to record 
all actions and activities carried out in relation 
to each deceased person.  This record must 
be retained for a minimum of 10 years

O3.5   You have suitable systems in place to ensure 
all deceased people in your care can be easily 
identified by an external inspector without any 
assistance from staff

O3.6    You have systems in place to ensure that any 
personal effects of deceased persons in your 
care are accurately recorded and securely 
stored

O3.7    You store all cremated remains/ashes in 
a designated, locked, clean, dry and well-
maintained location

O3.8    Those responsible for physically caring 
for the deceased people in your care are 
appropriately trained and competent to do so; 
- Please see Part 6 of this Code – Training and 
Professional Development

O3.9   Unless otherwise instructed by your client, 
first offices are always carried out on all 
deceased persons entrusted to your care; 
Please see Code glossary for the definition of 
‘first offices’

O3.10   Subject to below, you do not perform any 
invasive procedures on a deceased person 
without first obtaining your client’s informed 
consent; 
- Please see Code glossary for the definition of 
‘invasive procedure’

O3.11    In some exceptional circumstances it may be 
necessary to perform an emergency invasive 
procedure with the intent of preserving the 
deceased person. In the event that there is 
insufficient time to seek the consent of your 
client in advance of any invasive procedure, 
a clear record of the circumstances and 
procedure carried out must be kept and made 
available to inspectors on request  

O3.12   Cremated remains/ashes are never withheld 
for the purposes of securing payment for 
goods or services.

Part 4: Management of your Business
This part is about the management and supervision 
of your business.

Factors to be taken into account will include the 
size and complexity of the business; the number, 
experience and qualifications of the employees; and 
the number of branches.

The outcomes in this part show how the Principles 
apply in the context of the management of your 
business.

Outcomes
You must achieve these outcomes:

O4.1   You have a clear and effective governance 
structure and reporting lines

O4.2   You have effective systems and controls 
in place to achieve and comply with all the 
Principles, rules and outcomes of this Code

O4.3    You identify, monitor and manage risks to 
compliance with all the Principles, rules and 
outcomes of this Code, if applicable to you, 
and take steps to address issues identified

O4.4    You comply with legislation applicable to your 
business, including health and safety and data 
protection law

O4.5   You train individuals working in the business 
to maintain a level of competence appropriate 
to their work and level of responsibility

O4.6   You have adequate and appropriate 
professional indemnity insurance cover for 
you, your practice and your employees.
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UNIT 2 - LO2.4 - Understand the purpose of the NAFD Code of Practice

Part 5: Publicity and the Ethical Procurement of 
Business
This part is about the manner in which you 
publicise your business. The overriding concern is 
that publicity is not misleading and is sufficiently 
informative to ensure that clients and others can 
make informed choices.

The outcomes in this part show how the Principles 
apply in the context of publicity.

Outcomes
You must achieve these outcomes:

O5.1   Your publicity in relation to your business is 
accurate and not misleading, and is not likely 
to diminish public trust in the funeral directing 
profession and/or related services

O5.2   Your publicity relating to charges is 
clearly expressed and identifies whether 
disbursements are included

O5.3   You do not make unsolicited approaches in 
person, by telephone or through a third-party 
agent to members of the public in order to 
publicise your business or another business.

Part 6: Training and Professional Development
This part is about ensuring that you and any staff you 
employ are equipped with the skills, knowledge and 
experience necessary to provide a proper level of 
care to bereaved families and the deceased people 
they entrust into your care.

Outcomes
You must achieve these outcomes:

O6.1   Any staff responsible for caring for bereaved 
people are equipped with the skills and 
knowledge necessary to do this

O6.2   Any staff or subcontractors responsible for 
caring for deceased people are equipped with 
the skills and knowledge necessary to do this

O6.3  Any staff responsible for ensuring compliance 
with legal and conduct obligations are   
equipped with the knowledge necessary to do 
this.

Part 7: Equality and Diversity
This part is about encouraging equality of 
opportunity and respect for diversity, and preventing 
unlawful discrimination, in your relationship with 
your clients and others. The requirements apply 
in relation to age, disability, gender reassignment, 
marriage and civil partnership, pregnancy and 
maternity, race, religion or belief, sex and sexual 
orientation.

Everyone needs to contribute to compliance with 
these requirements, for example by treating 
each other, and clients, fairly and with respect, by 
embedding such values in the workplace and by 
challenging inappropriate behaviour and processes. 
Your role in embedding these values will vary 
depending on your role.

As a matter of general law you must comply with 
requirements set out in legislation - including the 
Equality Act 2010 - as well as the conduct duties 
contained in this part.

The outcomes in this part show how the Principles 
apply in the context of equality and diversity. 

Outcomes
You must achieve these outcomes:

O7.1   You and your staff do not discriminate 
unlawfully, or victimise or harass anyone, in the 
course of your professional dealings

O7.2    You provide services to clients in a way that 
respects diversity

O7.3   You make reasonable adjustments to ensure 
that disabled clients, employees or managers 
are not placed at a substantial disadvantage 
compared to those who are not disabled, 
and you do not pass on the costs of these 
adjustments to these disabled clients, 
employees or managers

O7.4   Complaints of discrimination are dealt with 
promptly, fairly, openly, and effectively.

The obligations in this part closely mirror your legal 
obligations. You can obtain further information from 
the Equality and Human Rights Commission, www.
equalityhumanrights.com.



National Association of Funeral Directors NAFD Funeral Directing DipFD

V1/DipFD

UNIT 2 - LO2.5 - Understand the purpose of the NAFD Code of Practice

Part 8: Confidentiality and Data Protection
This part is about the protection of clients’ 
confidential information and confidential information 
relating to the deceased people entrusted into your 
care.

Protection of confidential information is a 
fundamental feature of your relationship with clients. 
It exists as a concept both as a matter of law and as 
a matter of conduct. This duty continues despite the 
end of your contractual relationship.

Outcomes
You must achieve these outcomes:

O8.1   You comply with your data protection 
obligations under the General Data Protection 
Regulations (GDPR)

O8.2   You keep the affairs of clients confidential 
unless disclosure is required or permitted by 
law or the client consents

O8.3   You have effective systems and controls in 
place to enable you to identify risks to client 
confidentiality and to mitigate those risks.

The protection of confidential information may be 
at particular risk where a firm or business changes 
hands.

Part 9: Complaint Handling
This part is about ensuring that if clients are not 
happy with the service they have received they know 
how to make a complaint and that all complaints are 
dealt with promptly and fairly.

Outcomes 
You must achieve these outcomes:

O9.1   Clients are informed of your complaint 
procedure and their right to complain to your 
regulator at the time of engagement;

O9.2   Clients’ complaints are dealt with promptly, 
fairly, openly and effectively

O9.3   Clients are informed of their right to challenge 
or complain about your bill

O9.4   Clients are able to obtain a copy of your 
complaint procedure upon request.

Part 10: Working with Your Regulators
The outcomes in this part show how the Principles 
apply in the context of you and your regulators.
All references to ‘your regulators’ in this Code should 
be interpreted as including any trade association you 
belong to, any future statutory regulator and any 
other entity seeking to regulate funeral directors in 
accordance with this Code.

Outcomes
You must achieve these outcomes:

O10.1   You notify the relevant regulators promptly of 
any material changes to relevant information 
about you including: 
-   the opening of a new branch or operational 

premises
 -   the closure of an existing branch or 

operational premises
 -   any action taken against you by another 

regulator, including non-sector specific 
regulators such as the Information 
Commissioner’s Office (ICO) and Health and 
Safety Executive (HSE)

 -   any serious failure to comply with or achieve 
the Principles of this code

O10.2   You co-operate fully with your regulators at all 
times including in relation to any investigation 
into your compliance with this Code

O10.3   You comply with any written notice from your 
regulator(s) and any independent organisation 
overseeing complaints against you

O10.4   You co-operate with your regulators 
inspection and compliance monitoring 
processes and grant access to all areas of your 
business premises necessary for the carrying 
out of regular announced and unannounced 
inspections

O10.5   You co-operate with your regulators self-
reporting requirements and ensure that all 
information provided is full and  accurate to 
the best of your knowledge.

Activity 2

Now you have gained knowledge about the 
requirements of the NAFD Code of Principles, take 
this opportunity to review current practice within 
your own workplace with your employer, and 
where applicable, create a set of recommendations 
for improvement or change where required.   

Upload to your portfolio
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UNIT 2 - LO3.0 - Understand four main requirements of a funeral home

Funeral home premises can be in the form of 
converted offices, shops and private houses, or they 
can be purpose built facilities.

As with all business premises, meeting 
environmental considerations and regulations 
is a basic standard which must be met. Sensible 
practices such as minimising energy and water use 
by colleagues can all have a beneficial effect on the 
considerable costs of running a funeral business.

However, in addition, an increasing number of 
funeral homes are being built or refurbished to 
incorporate other renewable resources such as 
rainwater recycling and the use of solar or other 
green energy.

These investments can not only reduce energy 
costs, they can also offer a point of difference when 
you are marketing your business, ensuring that 
the increasing number of clients for whom a green 
funeral is important, recognise your investment 
and commitment to operating an environmentally 
friendly funeral home.

The facilities available at each funeral home will 
vary according to the space available, anticipated 
number of funerals, financial considerations and 
local expectations. Whatever form they take, funeral 
homes should always be clean, tidy, well equipped 
and in good decorative order.

As well as meeting all health, safety, environmental 
and employment regulations, NAFD members should 
also ensure their premises meet the standards set 
out in the NAFD Code of Practice.

The following information aims to help Funeral 
Directors think about their premises – and to assist 
prompting thought about any they are considering 
acquiring, to ensure they are professional and fit for 
purpose. 

Main Requirements
The four main requirements of any funeral home 
are:

   To provide a comfortable and private 
 facility

  To offer an appropriate working facility with 
provision to handle deceased persons in a 
manner which meets all applicable laws and 
regulations

  To be welcoming to bereaved clients 

  To protect the deceased and maintain the 
dignity of the deceased persons at all times.
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UNIT 2 - LO4.0 - Understand the logistical factors required to set up 
a funeral home
It is recommended that Funeral Directors who are 
thinking of setting up a new funeral home or opening 
an additional branch, research the demographic of 
the chosen local area as part of their due diligence. 
Local customs will help the Funeral Director decide 
whether facilities such as a service chapel; a catering 
suite or a coffin showroom may be desirable, in 
addition to the core facilities.

The following factors should also be considered 
when setting up a new funeral home, moving or 
refurbishing existing premises:

  Local Authority planning controls. An informal 
meeting with the local planning officer may well 
save much time and money at a later stage
  Building inspectors, Fire and Health & Safety 
Officers will need to be involved, particularly in 
larger or multiple-use premises
  The local water company and suppliers of 
amenities and services
  Parking restrictions, on and around the site
  Nature of the tenure e.g. freehold or leasehold
  Where buildings are in multiple use and a street 
level business is being considered, the use to which 
other floors are put should be considered, in order 
to decide whether their interests are compatible 
with a funeral home

  Facilities such as workshops and garaging could 
disturb the neighbours
  The desirability or necessity of providing residential 
accommodation as part of the premises
  Access for elderly and disabled persons
  Noise from traffic or local industry that could be a 
drawback in providing a peaceful environment for 
those wishing to visit the Chapel of Rest
  Availability of a rear or second access to allow 
loading and unloading out of the view of the public
  Future availability of adjoining land or premises if 
expansion is considered.

 
As a condition of NAFD membership, funeral 
premises and vehicles should be available for 
inspection by the Standards & Quality Managers 
(SQMs), or any other person nominated by the NAFD 
for such purpose.

Furthermore, any member who hires the facilities 
and/or equipment (including the hire and use of 
vehicles) of another Funeral Director, must ensure 
that Funeral Director is also a member of the NAFD 
and therefore open to inspection and adherence to 
the Code of Practice.
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UNIT 2 - LO5.0 - Know the five preferred facilities required within the funeral home

A funeral home should provide a quiet and dignified 
environment. It should also be well equipped in 
good decorative order and professionally run in 
accordance with all applicable laws and regulations. 
Every funeral home offers different facilities but as a 
minimum the following is recommended:

1. Reception
The reception area must be well decorated and 
furnished, providing an air of comfort and warmth.
If there is no permanent receptionist in this 
area, there should be an office nearby to enable 
colleagues to be aware of and attend to any visitors 
immediately.

2. Interview/Arranging Room
The interview/arranging room should be a room 
where the client can feel relaxed and it should be an 
appropriate environment for arranging a funeral.

The area should be well decorated, furnished and 
maintained. There is no set format to how the 
interview/arranging room should be furnished, 
however people visiting your funeral home need to 
be comfortable, so do consider both comfortable 
and upright chairs available, as well as space for 
wheelchairs to accommodate people with mobility 
issues or other health requirements.

The funeral director should also ensure that this 
room is isolated from interruption e.g. telephones 
ringing.

3. Chapel of Rest/Visiting Room
The Chapel of Rest/visiting room or similar facility, 
allowing mourners to pay their last respects, should 
be on site or within a reasonable travelling distance 
of the member’s office where the arrangements have 
been made. These facilities should be well decorated 
and furnished to ensure an acceptable ambience.

It is recommended that lighting should be warm and 
capable of being dimmed. Adequate room should 
be given to allow the coffin or casket as well as one 
or two chairs for mourners if required. A table or 
wall space should be available to ensure that any 
religious symbols required can be seen. If religious 
symbols are to be wall mounted, they need to be 
able to be removed if necessary.

Particular attention should be paid to the doorway. 
It needs to be wide enough to allow easy movement 
of the coffin or casket as well as allowing wheelchair 
access. If space permits, the coffin or casket should 
be brought in via a separate doorway leading to and 
from the preparation room or holding area, enabling 
movement of the coffin or casket to be moved out of 
public sight.

The positioning of the coffin or casket in relation 
to the entrance point is important. It is often felt 
easier for mourners to approach from the foot of 
the coffin. This can enable them to gradually become 
accustomed to what are likely to be very unfamiliar 
surroundings. However, there is no hard and fast 
rule about this. It may be appropriate to provide 
either a room or an area adjacent to the Chapel of 
Rest/ viewing room, with suitable seating where 
mourners can spend some private time before and/
or after spending time in the Chapel, or both.
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UNIT 2 - LO5.1 - Know the five preferred facilities required within the funeral home

4. Storage / Preparation / Embalming Room
How the funeral profession cares for deceased 
persons is such an important issue, not simply for 
their dignity, or to provide comfort to their family 
and friends that their loved one is well cared for, but 
for the Funeral Director too.

The preparation/embalming room, or other holding 
facilities, should be dignified and adequate for 
the number of funerals conducted by the Funeral 
Director. These facilities do not have to be on the 
same site but close by so that when transferring a 
deceased person from the preparation/embalming 
room, long distances are not involved. If the 
preparation/ embalming room is off site, such as 
at a hub which serves several funeral homes, it will 
still come under the scope of the NAFD premises 
inspection.

  Storage options available to the Funeral Director 
include refrigeration units (both permanent and 
temporary/portable) and cold rooms
  Equipment should also be in place to assist the 
Funeral Director in offering either the service of 
embalming or first offices.

These facilities need not be in place in every funeral 
home, for example where there is a central hub 
facility or funeral home that services several funeral 
premises. 

This area should always be maintained, fit for 
purpose and ready for inspection.

5. Administrative Office
Wherever possible, the administration office should 
be out of sight of bereaved visitors.

Activity 3

With a critical eye, look around the funeral home 
you work in. Involve your employer in this exercise.
Look at your reception area – what do you think 
would enhance this part of the premises? Put 
yourself in the shoes of a bereaved family entering 
the funeral premises for the first time – what are 
their first impressions?

Make a list of improvements could be made. Use 
the same technique to critique other areas within 
the funeral home and share with your employer. 

Upload to your portfolio
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UNIT 2 - LO6.0 - Understand the Client Redress Procedures

NAFD Client Redress Procedures
The National Association of Funeral Directors is 
committed to supporting its members in providing 
professional and compassionate care to bereaved 
people. This includes making sure they properly 
address any concerns raised about the services they 
provide.

Although the vast majority of funerals are completed 
to the satisfaction of the client, there will be 
occasions when something does not go well and help 
is needed from an independent party to resolve the 
situation.

The NAFD, in conjunction with the Centre for 
Effective Dispute Resolution (CEDR), provides the 
clients of Category A NAFD members with access to 
an independent dispute resolution process.

About CEDR
CEDR is an independent non-profit organisation 
and a registered charity. Their mission is to provide 
society with skills and solutions for effective dialogue 
and to bring about sustainable change.

The NAFD currently operates the client redress 
procedures: ‘NAFD Resolve’.

The client redress procedure involves the use of 
trained dispute resolution specialists to help bring 
the dispute to an end.

A customer complaints scheme is funded by the 
NAFD and independently operated by IDRS Ltd, a 
wholly-owned subsidiary of the Centre for Effective 
Dispute Resolution.

More information about these procedures, including 
member obligations and client eligibility rules, can be 
found on the NAFD website.

A Client has a Complaint. What Should You Do?
In the first instance, if they feel comfortable doing 
so, we always recommend clients should discuss 
their complaint with you directly and give you the 
opportunity to resolve their concerns.

NAFD member firms are required to have a 
complaints process and a senior person, within the 
firm, responsible for handling any such complaints in 
a professional and objective way.

However, if the client is not satisfied that their 
concerns have been adequately addressed by the 
Category A member firm, they have a right to seek 
dispute resolution assistance from the NAFD.

Clients can make a complaint via an online complaint 
form, on the complaints section of our website, 
www.nafd.org.uk.

If they do not have access to the internet, they can 
request a call back from a member of our complaints 
team by leaving a voice message on 0121 711 1636.  
They will receive notification that we have received 
their complaint within three working days.

Activity 4

Spend time with your employer to identify the 
number and type of complaints (small and 
significant) received in the business within a 12 
month period.  Are there any trends arising? 

Use this exercise as an opportunity to look how 
improvements can be made and how proactive 
measures could be put into place to avoid client 
complaints, if/where applicable.  

Upload to your portfolio

www.nafd.org.uk.
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UNIT 2 - Self Reflection

Self Reflection
Are you aware of how standards apply to employees 
as well as premises? Are you able to relate the 
relevance if asked?

Do you understand the purpose and principles of the 
NAFD Code of Practice? Are you aware of the topics 
covered?

Are you aware of the main requirements of a funeral 
home, including the logistical factors and provision 
of facilities?

If one of your clients wishes to raise a complaint, do 
you know how to advise them of the process?

Consider how you have approached working with 
your employer for most activities listed. 

Has your employer been receptive to including him / 
her with the opportunity for internal business review 
and recommendations where appropriate?

Reflect upon each activity and determine which you 
have found easy and difficult. Identify why this may 
be the case.

Update your development plan.
If you are in doubt, speak to your tutor for additional 
guidance and advice.

Summary of Activities - Upload all to your portfolio

Activity 1 Put yourself into the shoes of the owner of a funeral business.  Take this opportunity to 
create your own extensive list of standards that are of importance to the running of your 
funeral home. To start with, what are the basic standards you would expect? When you 
have identified the basic standards, start to add more detail to your list.

Activity 2 NAFD Code of Practice
Now you have gained knowledge about the requirements of the NAFD Code of Practice, 
review current practice within your own workplace with your employer, and where 
applicable, create a set of recommendations for improvement or change where required.

Activity 3 With a critical eye, look around the funeral home you work in. Involve your employer in this 
exercise.
Look at your reception area – what do you think would enhance this part of the premises? 
Put yourself in the shoes of a bereaved family entering the funeral premises for the first 
time – what are their first impressions? 
Make a list of improvements could be made. Use the same technique to critique other 
areas within the funeral home and share with your employer.

Activity 4 Spend time with your employer to identify the number and type of complaints (small 
and significant) received in the business within a 12 month period.  Are there any trends 
arising? 
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