Bereavement Services Best Value Review – Improvement Plan

Ref.
Issue
Improvement
User Benefits
Start Date
Target
Progress to Date

July 2003

1
Standards of Grounds Maintenance
OBJECTIVE

To maintain existing standards whilst minimising costs by a further 5% over 3 years.

ACTION

A programme of limited extensions to conservation areas will be prepared and implemented.
Continuing high standards of maintenance & high levels of user satisfaction.
September 2002
September 2005
Additional conservation areas identified with maintenance reduced accordingly.

2
Dog Fouling
OBJECTIVE

To reduce complaints received about dog fouling in the cemetery. By 50% over 3 years

ACTION

New signs to be erected at all entrances. Disposal facilities to provided at all exits. Dog Fouling Enforcement Officers to

Include cemetery grounds in their patrols. 
Reduce offence to visitors, improve visual amenity of grounds.
July 2002
July 2005
Signs erected, disposal points via litter bins provided, Enforcement Offices patrolling as part of routine duties.
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3
Grave Ornaments
OBJECTIVE

To reduce the volume of this material (measured by the percentage of graves affected) by 50% over 3 years.

ACTION

The Council will address issues where rights of ownership agreements are being broken by the use of unsuitable ornaments etc.  


Improved appearance of cemetery. Reduced offence to some whilst remaining sensitive to the wishes of others.
July 2002
July 2005
Press campaign resulted in positive support for proposal.  Grave owners notified of problems and asked to co-operate in removal of unauthorised materials.  Positive response and noticeable reduction in numbers of unauthorised materials.

4
Mercury Emissions
OBJECTIVE

To be in a position to comply with the EPA Regulations from within Bereavement Services capital fund.

ACTION

Charges to be increased to allow for greater contribution to the improvements fund so that the cost of works can be met from that source when needed.


Ability to comply with anticipated EPA Regulations


Implementation awaits publication of timetable by Central Government
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5
Charges and Costs
OBJECTIVE

To meet the aims of the Government’s “The Price is Right”  advice to ensure a more realistic cost basis for Bereavement Services

ACTION

The Council will, over a period of time, reduce the levels of subsidy for the provision of Bereavement Services to place them on a closer alignment with other providers.  
A more realistic pricing structure comparable with other providers.
April 2003
July 2006
Initial phase of cost re-structure completed to ensure that charges more accurately represent the cost of provision

6
Period of Grave Right Purchase
OBJECTIVE

To defer “filling” of the cemetery and to cover real costs by reducing period of grave sales

ACTION

The option of purchase for a range of periods will be offered.


Users will be able to select the most appropriate purchase period.
September 2002
April 2004
Variable grave right period developed for consultation and approval.
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7
Re-use of Grave Space
OBJECTIVE

To defer “filling” of the cemetery

ACTION

Monitor progress of pilot projects relating to re-use of grave spaces.  
A more realistic pricing structure comparable with other providers.
April 2003
July 2006
Initial phase of cost re-structure completed to ensure that charges more accurately represent the cost of provision

8
Alternative Income Streams
OBJECTIVE

To reduce net costs of service by making best use of property assets. 

ACTION

Examine market potential of property assets around the Richardson Street cemetery for appropriate commercial lettings.

Investigate fund raising schemes operated by other Authorities and consider their relevance to Carlisle.


Increased income to offset costs.  Convenient service availability for cemetery users and visitors.
September 2002
April 2004
Potential markets being identified, costs of office relocation being obtained.
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9
Crematorium Improvements
OBJECTIVE

To respond to public demand for improvements to waiting facilities and associated areas.

ACTION

Pursue present capital programme to completion by 2004  
Improved service quality, comfort and access for mourners.
September

2002
January

2004
Plans approved following public consultation, works scheduled to commence 30th June 2003.

10
Service Organisation
OBJECTIVE

Provide seamless service provision from the customer’s perspective 

ACTION

Arrange for joint team meetings between the Bereavement Services and Grounds Maintenance staff.


Improved communication for the customer and clearer accountability.
January 2003
Ongoing
Changes to client/contractor split have improved working relations and effectiveness of service delivery.
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11
Annual consultations
OBJECTIVE

To improve communication with and involvement of service users in the planning and operation of the service.

ACTION

Annual consultation meetings with Clergy, undertakers and other interested parties.  
Opportunity for continuous improvement in response to public comments.
September

2002
Ongoing
Initial meeting held to approve proposals for Crematorium Chapel improvements.  Planning for follow up meeting on completion of alterations.

12
Publicity
OBJECTIVE

To increase public awareness of the decisions they will need to make and the range of options available when dealing with a bereavement.

ACTION

Wide distribution of information through advice agencies, solicitors offices etc.  Improve use of media to heighten awareness of bereavement services.


Increased customer satisfaction arising from greater knowledge and ability to make appropriate choices.
September

2003
Ongoing
Leaflets produced and circulated to appropriate advice agencies, solicitors and registrars offices.

Extensive media coverage obtained regarding developments and proposed improvements.
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13
Paupers Funerals
OBJECTIVE

Ensure that clergy are available to officiate at all paupers’ funerals.

ACTION

Ensure that the Chaplain to the Council is informed of all such events.  
To ensure that all funerals benefit from appropriate religious attendance.
September

2002
Ongoing
Arrangements made for pauper’s funerals to have appropriate religious attendance.

14
Ethnic Minorities
OBJECTIVE

Ensure that all ethnic groups have appropriate bereavement facilities. 

ACTION

Investigate requirements and provide appropriate facilities.


Ensure equality of provision for all.
September

2003
Ongoing
Discussions held and facilities provided for specific religious groups.  Further discussion planned regarding timing of services.

15
Electronic Service Delivery
OBJECTIVE

Enable funeral directors to book services 24 hours, 7 days.

ACTION

Update computer system to provide automated electronic booking service.


Improved service.
September 2002
January 2004
System installed, data records being transferred and staff trained.
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