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Most of the population naturally wants to know their options when making a decision about a funeral for their loved ones, and supplying these choices develops a cushion for the assessment, much like a menu works in a restaurant environment. Particularly when the decision effects the final disposition of their closest family and friends, the client demands knowledge of any potential opportunities. By creating a tool to address this urge in the market, the customer satisfaction will increase immensely which will result in a better return of clients and overall productivity levels. Most of Funeral Homes have experienced the situation mentioned above which created a need for a customer interface of all the services that they have supplied. Designing and implementing the tool resulted in a great outcome and provided a generous savings cost 2 suitable for the current business plan of the funeral home. Everyone one of us will be affected by the death of a loved one during our lifetime. To most of us it can be an upsetting event but to others, it’s looked at as a celebration of the person’s life. Since the beginning of time, death has been an event that brings people together to say farewell to someone that has passed. All populations across the world have different traditions, but the final product is ultimately the same. Funerals can range from a simple burial in the ground immediately after the person passes away, all the way to an extravagant three-day event that occurs weeks after the death. The large variation in funeral practices is mainly due to both personal preference or religious traditions and the fact that not all funeral homes are able to accommodate different styles of funerals. Because of the wide range in services, it’s often overwhelming for people when they first start planning the funeral. After dealing with the initial shock of a death, the funeral planning can be difficult, especially when it’s your first time arranging it. The options and cost are usually unknown for many people, yet they happen to be the most important part of the 6-planning process. For instance, the initial customer value for this funeral home, Dignity is, establishing what the customer wants for their loved one, in other words what funeral are they expecting to have. Once this has been talked through, we then proceed with all the arrangements, this consists of the music, the hymns, what eulogy they would like to have, if they wanted a minister, or celebrant, to take the service this all depends on their religion, also if they want their loved one dressed in their own clothes of our gown, we ask would they like to see their loved one in our chapel of rest, all this has to be imputed onto the computer by the funeral arranger. We offer to our family’s who are the clients, a service of a home visit, or they can come into one of our branches to have their wishes granted, these are often a positive move we find it works well, and it’s offered to all ethnics, cultures, religions, of all kinds, such as Chinese funerals are very different to a Muslim or Hebrew, we cater for all.  
We always want to do more than our expectations, always going above and beyond for our clients.
Customer complaints. If we have a complaint, we find out why, the complaint was made, and what went wrong, and this is all done with dignity, and respect, we will come to a decision which is best for our client.
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 This section provides the context of the project by describing all the information needed before a clear understanding of the methodology and implementation can take place. It is important that our customers understand this portion of the report before digging any further. The funeral business is one of uniqueness and extreme challenge. It has all the components of any other company; however, it can also force a higher level of personal matters. While us as a funeral home we have customers that have a very high demand to be met by their services. The difference lies in the personal aspect of dealing with families during the loss of their family member. The transaction period is more than just a quick exchange of money for services; people need counselling and help to prepare for such a life altering event. In fact, people often wonder why one chooses to go into the funeral business because it such an emotional draining profession. Unfortunately, this personal level is gradually becoming more dissolved. Many small family-owned companies are being taken over by corporations across the country and this takes a huge toll on the services they can provide to their customers. This type of business isn’t suited for the corporate atmosphere even though our current economy certainly caters towards it. Because of this, the smaller mortuaries are challenged to compete with these companies to offer the same services. As the daughter of a funeral director, the understanding 9 of the importance of maintaining a family-owned funeral home and the benefits it will ultimately generate for the company are very prevalent. The most important part of the services provided is the initial transaction period that I mentioned earlier. The customers come because they must, not out of desire like you would when going to most other businesses. A funeral is also typically unplanned and can be very abrupt which makes the preparation for this kind of occurrence a challenge. Making big decisions on funeral plans is not the preferred way to spend your time of mourning. People that are grieving a loss would rather be in the comfort of their own home with their family members. Because of this, giving our clients the opportunity to know their options before meeting with a funeral director will be very helpful in their overall experience. The options being referred to are the logistics of how they want their funeral ceremony. Besides choosing the type of the casket and setting a date that they would prefer, there are far more decisions to be made. Burial is often the traditional way, but more recently cremation and entombment have become more popular. The market for these is growing and is projected to increase in the next decade. More decisions that also need to be included which means the location of the service, number of pallbearers, floral arrangements, number of cars, obituaries, clergy, clothing, music, pictures, final location of the body, method of payment, etc. This is all very overwhelming when you are not ready for it. By creating both a pamphlet and a document accessible online, many questions can be resolved, and the overall customer experience will be enhanced. As stated in the introduction, below are the five ways to plan a funeral for your loved ones.


1. Start planning
2. Choosing a funeral director
3. Choose a burial or cremation
4. Work out how much the funeral will cost
5. Arrange the funeral service
6. Plan the wake
                                                         Last updated 13th April 2022 
. Start planning
When you're planning a funeral for your loved ones?
· Have they left funeral instructions in the will?
· Do they have any savings, life insurance or funeral cover in place to pay for the funeral?
· If not, how will you pay for the funeral?
You will find that most people have left instructions for their funeral in a will, or they have taken out a funeral plan. Some family members like to talk through their funeral with you as to what they would like. If you find that the cost is over your budget, they will work with yourselves to get as close as possible to what your families wishes.
Choose to have a Funeral Director or not
Choosing weather to have a funeral director or not, if a funeral director is on board with you below is a list that they will be able to help you and your family with.
· Collection and care of the person who has died
· Planning and overseeing proceedings
· Guidance and support with choices available to you
· Organisation and coordination of other parties involved in the funeral
It can sometimes be more cost effective to arrange certain aspects yourself but at such a hard time, a funeral director could be good to lean on. You don’t have to use a funeral director to plan all of the funeral, but an important responsibility of theirs is to ensure that the person who has died is taken into their care and is treated with respect and dignity. Below are some questions that you or a family member may want to ask before you choose the funeral director.
· Would you come to our home to discuss the arrangements? At our convenience? Is there any cost for this?
· Who would be looking after us / our family? Would it be the same person throughout from initial contact, through making all the arrangements to the carrying out of the ceremony
· Does your price list break everything down so we can choose as much or as little from you as we want? Can we have a price list e-mailed / sent to us please?
· What type of coffins do you offer? Can you explain the difference between them, are we able to get our own if we don’t like the ones that you have to offer?
· Are you able to accommodate us with specific day and time?
· Are our family members able to carry the coffin and lower into the ground, or do that have to be done by the pall bearing people provided, what would the difference in cost be?
· What types of transport do you offer to take the coffin to the funeral ceremony? Can we provide our own transport as an alternative if we wanted?

·   How much input can we have into the ceremony? How can we make our ceremony special? (A good funeral director will be able to come up with appropriate suggestions by finding out about the needs of the family and the wishes and personality of the person who has died) What makes your company the right one for us to choose?

Cremation or funeral
It’s probably the biggest decision that you and your family are going to make when it comes to making funeral plans.
So, what’s the better- Burial or Cremation?
Well, the truth is, there’s no easy answer.
Both have their pros and con’s depending on their nationality, religion and what they believe in
The decision will come down to what’s right for you and your family, and what sort of budget you have.
Funeral cost
	UK Region
	Average funeral cost

	London
	£5,358

	Southeast / East of England
	£4,825

	Yorkshire and Humber
	£4,302

	East / West Midlands
	£3,942

	Southwest England
	£3,907

	Scotland
	£3,873

	Northeast England
	£3,915

	Wales
	£3,540

	Northwest England
	£3,840

	Northern Ireland
	£3,056
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Why the funeral business is so lucrative?

Funeral homes all around the United Kingdom are thriving and are estimated to be brining in around £1.7 billion each year, some funeral homes around the United Kingdom will bring in around £600,000 each year. Alzheimer’s and dementia are supposed to have been the cause of a lot of deaths back in 2016, for funerals to be more stylish they are offer the customer a tailored service which is tailored around the customer’s specific wishes and what their loved ones would have wanted, this do come with a cost this is why the cost of funerals have gone up dramatically.

So here we can see the average cost of a funeral here in the United Kingdom which is around £3,600 –£ 4,500, depending on what the customer and their families want for their loved ones. Each year the cost is rising this of course is setting of alarm bells, by 2026 the average cost of a funeral we could be looking at around £7,000. 
But why such an increase
So, we ask ourselves why the increase? the reason for the increase within the funeral business is because the funeral director will help and oversee the procedure that has to be taken, this includes the funeral director having to transport the deceased also the handling alone with the embalming of the deceased. Even down to the arranging the coffin, the ceremony and the service, which hall the service will be held in even the flowers. It is not a small fee for the funeral director, you can pay up to £2,500 for each funeral this can sometimes be all in with package that you have chosen. Other things like down to choosing the cars which can cost around £300, plus then you have the memorial plaque which can cost up to £1,000 also the flowers will cost you about £150, plus then the catering staff to organise the food and assist at the funeral can cost around £40 ahead.



How to save on funeral costs
Most of us will start to save for their funeral, this can be done by taking out a prepaid funeral plan yes, this an insurance plan which will then be paid out on death, by doing it this way you can pay a monthly fee. Some of us will choose to do an upfront plan which you pay the full amount straight away, this is a fixed plan so will let’s say around £4,000, rather than wait 20-30 years or sometimes more at this point you could be charge double the price. You or any member of their family are able to purchase these plans for themselves or any member of their family.
Most people choose to have a cremation as this is much cheaper than a burial, this will cost around half the price of a burial. By not using the funeral director this can save the family a couple of thousand pounds, by doing it that way this will leave family members to arrange all the bookings, phone calls and all of the paperwork that will be involved this can turn out to be very stressful for all of the family, on top of dealing with the loss of a loved one. Depending on the religion of the family like the Jewish community within the United Kingdom they have to pay a yearly membership to their synagogue, which in return will go towards their funeral, and anything left over will go to the remaining family members. 


About the industry
The funeral industry is currently not regulated, but there are organisations in place to uphold standards including the Funeral Planning Authority and Association of Funeral Directors, this will be a benefit to all staff in the long term. There are a few to name the least funeral homes that you can go to Directors, this will be a benefit to all staff in the long term. There are a few to name the least funeral homes that you can go to, Dignity and the cooperative own around 33 per cent within the market. Dignity have over 500 branches around the United Kingdom

OUR COMPANY
Dignity is committed to provide us with the highest standard of their services, they are with you and to help you every step of the way.

OUR PURPOSE
With our customers they are at the heart of what we do. They are our priority, and we are here to help them every step of the way. Also, to get our customers through a very difficult time, we always honour our customers and listen very carefully to what the family wants. We as a company offer enhanced service and value for money, a high quality, and competitive prices. This is how the company can separate themselves from the competition that is out there this may be local or national, our company is very dedicated to all of our customers, we treat them with compassion and give all of the company’s commitment to each individual.


OUR VALUES TOWARDS OUR CUSTOMERS.
PROFESSIONAL
We as company will always provide every single one of our customers with the highest standard of care. We must always live up to the trust they place in us.
COMPASSION 
Every single detail that our clients give us is of the utmost importance, and nothing is too much trouble. Being there for our clients in every way that we can.
RESPECT
 It is an honour and a privilege that we never take lightly, having that trust from families is important to us to give them their relatives final wishes.

KNOWLADGE
By having the knowledge and expertise this gives us a unique vantage point. We are continually improving on this so we can make a difficult time for the families a little easier.

DIGNITY TODAY
We have around 3,000 plus families that come from different cities and towns to serve with our company these employees have been in the funeral profession for many generations. Dignity is one of the leading providers of funeral-related services in the UK with strong market-leading positions.


Customer Values
Thinking about customer and their values in the workplace, the industry I’m talking about is the Funeral home. It is important of how you approach your customer or client; you must be very careful of what you say and how you say it to the families. The words you use must be sensitive to the situation, and carefully chosen, because after all, someone has lost a member of their family. Example: you need to bring a loved one into the care of your funeral home, so you need to say, I will be taking your loved one into our care with dignity throughout this process, I would always acknowledge the deceased by their name and all the time reassuring the client or customer of what I will be doing, I will also be  asking if they have any questions for me, that they may be unsure about at this present time.
It’s not always Perceived correctly by the client or customer about what we do, some think that once their loved one comes into our care, that we then forget about them. This must be reassured to them that we don’t forget them, the dignity and care goes on and even on the day of the funeral, not just for their loved one but for the whole family, grief takes different paths with everyone concerned, emotions run wild, everyone is different, we offer our services 24hour there is always a comforting and understanding voice at the end of the telephone. Some customers will go by the name of the material things that are used and not by the quality, by doing this most of the time they don’t get the value that they deserve. Today we know most people struggle and find it hard to give their loved ones what they deserve.
We as a company understand the needs of what is expected of us, from the beginning to the end. Compassion/dignity/ integrity, trusting us to carry out their wishes for the loss of their loved one, 
Our clients or customers, many have used our bereavement services before and ask for us time and time again for different members of their family passing with having the right care for their loved one, others have used our services by having funeral plans in place with us, we find that because we are committed to our clients or customers the service we provide them they love the respect that we know what we are all about as an undertaker, and the knowledge that we have at hand.
We have found that the advertising we are doing for the company now is never enough although the media has been there for us as our company progresses with change, because of the reputation by all that have used us in the past keep coming back to us, and they tell others of their experience with us so that gives the company a good name, and new clients/customers for us, Empathy we always have because dealing with often emotional situations, empathetic ear is important when it comes to offering the right level of our service.
Keeping the prices to the maximum, the benefits of the plans that we offer are as affective as our staff that serve the client/customer.
Good feed back we also get given to us on how we are all presenting ourselves in an arrangement or be it on the funeral, smart clean and polite spoken and with dignity always and always keeping our presents in the community professional at all times. Our customers are constantly telling us that it is important to them to maintain control over their affairs, keep their independence and protect those around them from worry and anxiety. The Guaranteed Funeral Plan from Dignity helps to do this by relieving the uncertainty of who will take care of funeral arrangements and pay the associated costs, giving real peace of mind. Taking out a plan is a simple and straightforward way to guarantee the costs of a funeral are paid for as well as taking care of funeral arrangements in advance. And in today’s uncertain economic climate you can rest assured that you will not be leaving loved ones with an unexpected bill.  Michael McCollum Chief Executive
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