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Historical position of service 
• Low cost Bereavement Services for residents 

• Positive reputation 

• Generated lots of income 

• Lost money 

• Poor Health & Safety Record 

• Lack of staff accountability  

• “We’ll keep doing it this way because we 
always have” ! 



Key Performance Measures 











October 2011 – Bereavement Services Staff Session 
Issues Raised 
 
• Wrong Vehicles and Trailers 
• No supplies when requested 
• No training 
• No enforcement of Rules & Regulations 
• Wrong or no paperwork 
• Paper chasing 
• Lack of investment 
• Limited Service Offer 
• No promotion of Service 

 
 
 
 



October 2011 – Bereavement Services Staff Session 
Solutions Implemented or Achieved 
 
• Complete Transport Review 
• Complete Supplier Review  
• Development of a Training Plan 
• New processes to provide clarity and consistency. 
• Changed forms and new instruction processes 

implemented. 
• IT infrastructure plan. 
• Business Case for development and expansion. 
• Review of current offer and expansion of service 

offer. 
• Commissioned Bereavement Guide and developing 

Branding and Marketing Plan. 
 



Fundamental review of staffing 
 
Negotiated Flexible Contracts 
 
Skill Development and Training 

















Cemeteries and Crematorium best performer. 
2013. 

Winner: Wigan Leisure & Culture Trust 
 



Develop the Business 
 
Retain Service Values   
 
Manage Cost 
 
Increase customer choice 
 
Continue to development and train staff  



The Future . . .  



Thank you . . . . 


