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Funeral Industry Ministerial Advisory Council (Victoria)

VOLUNTARY CODE OF PRACTICE FOR THE VICTORIAN FUNERAL INDUSTRY – DRAFT FRAMEWORK
SECTION 1 Introduction 
The voluntary Code of Practice for the Funeral Industry in Victoria has been developed at the request of the Minister of Consumer Affairs, Tony Robinson MP. It exists to encourage all funeral providers to comply with agreed principles that reflect best practices within the funeral industry. The Code of Practice states clearly the standards of treatment, product and service which can be expected from a funeral provider; the rights of clients in negotiating the funeral arrangements; and, the recourse available to them if they are dissatisfied with the treatment they have received. 

The Code has been developed after extensive consultation with industry and consumer groups, beginning with the 2005 Inquiry into the Regulation of the Funeral Industry which found that ‘the majority of members of the funeral industry in Victoria operate within a supportive and ethical environment which regards providing a service to families and the community as a privilege.’ However, it also found that the industry was largely self-regulated and there were resultant variations in what were considered to be appropriate industry standards.

Subsequently, the Funerals Act 2006 was created to provide for the regulation of the funeral industry and included, in section 45, provision for creation of a code of practice for ‘funeral providers and persons employed or engaged by funeral providers to regulate –

(a) fair trading in relation to the supply of funeral goods or funeral services; and

(b) funeral practices, including the storage, handling and treatment of deceased 

bodies.’

After consideration of the findings of the 2005 Inquiry, the requirements of the Act, and further consultation with stakeholders, the Funeral Industry Ministerial Advisory Committee has developed this voluntary Code of Practice to clarify expectations and responsibilities with regard to these provisions. Signatories to the Code are those funeral providers who are committed to best practice in their own businesses, and to encouraging these standards in the wider industry. By setting a public measure of what the consumer can expect and what processes can be followed if these standards are breached, the Code promotes a high standard of service delivery and provides a mechanism for handling any complaints that may arise. 
The goals of the Code of Practice are therefore:

· to regulate fair trading in relation to the supply of funeral goods, services and practices in accordance with section 45 of the Funeral Act 2006;

· to clarify expectations and responsibilities with regard to the provisions of section 45 of the Funeral Act 2006;

· to encourage all funeral providers to comply with agreed principles that reflect best practices within the funeral industry;
· to provide a public measure of what the consumer can expect and what processes can be followed if these standards are breached.

SECTION 2  Definitions
tbd
SECTION 3 Administration of the Voluntary Code of Practice

· Who/what body will administer the Code
· Operations of the Administrator
· Regular reports on operation of code for all stakeholders

· Regular review process for code, for effectiveness, for relevance to changing circumstances

SECTION 4 Compliance with the Voluntary Code of Practice

· Signatories to have in house compliance systems

· Provisions for relevant data collection e.g. performance indicators, complaints,

· Incentives for participation

· Ensure no anti-competitive implications in code

· Commercially significant sanctions for non compliance
SECTION 5 Complaints Handling

· Effective transparent complaint handling scheme for consumers

· Complaint handling process for complaints between signatory-administrator, between two signatories

· Independent review mechanism for when complainant dissatisfied with outcomes

SECTION 6
Guiding Principles
For the care of the bereaved, the deceased, the community, the industry, and the government, funeral providers need to be guided by the principles that provide the ethical underpinning for the stipulations of the Code.

6.1 Care of the bereaved:

The bereaved have a right to be treated with care, compassion and respect. This means they can expect full consideration be given to culturally specific requirements with regard to rituals of death and burial, subject to statutory health and safety restrictions; and to be fully informed about their choices in regard to the supply of funeral goods and service, and practices such as the storage, handling and treatment of deceased bodies. 

· trained funeral service staff  for communicating with distressed persons in a 
            supportive manner and guiding them through decision-making processes
· no exploitation or pressure of clients in vulnerable position

· observe confidentiality and privacy legislation
· non-discrimination on basis of religion, race, colour, national origin, sex,   
            sexual orientation or disability
· consideration of financial obligations and limitations
· explanation of processes and procedures
· respect for personal choice rather than imposing own ideas about what is best
· adequate information, time and space provided to make fully informed choices
· itemised statement of funeral costs provided prior to entering into 
            agreement/contract
· access to complaints procedure
6.2 Care of the deceased:

The deceased has a right to be treated with care, dignity and respect. This means that the bodily remains should be transported, prepared and accommodated in a caring, professional and respectful manner.

· appropriately trained staff and adequate facilities
· statutory requirements
· access to deceased
· transport vehicles and containers – transporting, holding or carrying out the disposition of human remains shall not be done without all permits and             authorisations.

· embalming and presentation – only authorised personnel of the funeral home  or those persons authorised by the family shall be in attendance during the preparation of the remains

· deceased persons in the preparation room shall be properly covered at all  

            times.

· appropriate disposal of parts of human remains. 

· account for and remit any monies, documents or personal property that 

belongs to the deceased

· storage
· where there are no families or friends
6.3 Care of the community:

The community has a right to expect that funeral providers will offer their services and operate their businesses in a professional and non-discriminatory way that is in full accord with the principles of fair trading, and provide those services in a professional manner that avoids causing offence or injury to members of the general community.

· non-solicitation of deceased human remains or funeral orders or offering or 

            giving any reward for recommendation to persons or organisations such as  

            health service establishments, nursing homes, coroner’s office etc.

· respectful transport
· ethical advertising and marketing

· death notices

· health and safety
· statutory obligations
· complaints procedure and system, confidential independent review process

· expectation to receive written confirmation of arrangements and itemised 

            costs and disbursements

· information about the role of associated suppliers

· contacts for grief support, and special circumstance financial assistance

· access to a list of signatories to the code

· commercially significant sanctions for non-compliance

· how non-compliance will be handled

· display the code of practice in a public area

· Mechanism to ensure consumer awareness – rights and obligations , quality of  

service they can expect, how to lodge a complaint

6.4 Care of the industry:

Funeral providers have a right to expect that others involved in the funeral industry 

will promote, participate and support the development of high standards of conduct in the provision of funeral goods and services, and that no funeral provider will act in such a way as to bring the industry into disrepute.

· adequate training for workers and providers

· staff conversant with the provisions of code and all relevant state laws

· understanding of equipment and facilities

· advice and support for each other

· encouraging others to be signatories

· promotion of high standards

· no anti-competitive practices e.g. coffin production and sales

· adherence to all appropriate state legislation

· mechanism to ensure trader awareness – their rights and obligations how 

             they can publicise that they are a signatory, employee training

6.5 Care of the government:

As the statutory body that governs the provision of services to the Victorian people, the government has a right to expect that funeral providers will comply with the high standards described in the Code of Conduct. 

· flow of information to keep updated

· ongoing consultation to address ongoing issues and concerns

· clear procedures for handling complaints

6.6 How to locate a Funeral Director who is a Signatory of this Code of Practice
tbd
