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ITEM 10

 

 
COUNCIL CABINET 
27 APRIL 2004 
 
Report of the Director of Commercial Services 

 

Best Value Review of Bereavement Services 

 
 
RECOMMENDATION 

 
1. To endorse the Terms of Reference for the Best Value Review of 

Bereavement Services, as outlined in Appendix 2. 
 
REASON FOR RECOMMENDATIONS 

 
2.1 The themes identified in Appendix 2 will enable the Review to focus on the key 

issues to the delivery of Bereavement Services by the Council.  
 
2.2 The Terms of Reference need to be endorsed by Members in order to 

progress to the next stage of the Review. 
  
 
SUPPORTING INFORMATION 

 
3.1 As part of the 2003/2006 programme of Best Value Reviews, the Council is 

carrying out a review of Bereavement Services. 
 
3.2 The Terms of Reference are set out in Appendix 2. 
 
3.3 This review focuses on burial and cremation services provided by the 

Bereavement Services section of Derby Parks.  The service manages one 
crematorium, six cemeteries and eight closed churchyards.   

 
3.4 The Markeaton Crematorium was opened in 1956 and currently carries out 

approximately 3,000 cremations each year.  The Crematorium is equipped 
with four cremators, which were installed in 1995/6.   The main chapel has 
seating capacity for 98 and the round chapel seats 35.  A maximum of 26 
services a day can be held within the two chapels.  The Crematorium employs 
five full-time and two part-time staff and the office is open on weekdays from 
9.00 to 4.30 - 4.00 on Fridays. 

 
3.5 Nottingham Road Cemetery in the largest in the city and accepts the majority 

of the 500 burials carried out each year within the city.  The cemetery was 
opened in May 1855 and occupies an area of 80.5 acres.  The future capacity 
for new graves is estimated at 70 years.   

 



 2

3.6 The cemetery office at Nottingham Road acts as an administrative and 
operational centre for all cemeteries and closed churchyards within the city 
and is open on weekdays from 9.00 to 4.00 - 3.30 on Fridays.  Seven full-time 
staff are based at Nottingham Road. 

 
3.7 The five other cemeteries are: 
 

• Spondon Cemetery – opened in 1884 
• Uttoxeter Road Cemetery – opened in April 1843 
• Normanton Cemetery – opened in 1899 
• Chellaston Cemetery – opened in 1934 
• Mickleover Cemetery – opened in 1957. 
 
 

3.8 A review of the cemetery and crematorium regulations was carried out in 2000 
/2001 and the new regulations came into force in November 2001, following 
extensive consultation with stakeholders.  While the majority of new graves 
continue to be maintained as lawn graves, a range of other burial options is 
now offered.  

 
3.9 The stakeholders of Bereavement Services encompass the entire community 

and include representatives of religious and non-religious groups, ethnic 
minorities, funeral directors, memorial masons and employees of the service.  

 
3.10 The Review Team held a scoping event on Thursday 11 March 2004, which 

was attended by 20 key stakeholders including Members and representatives 
from other local authorities.  The event identified seven issues, which were 
later prioritised using the risk matrix shown in Appendix 3. 

 
3.7  The risk matrix was then used to develop five key issues and themes for the 

Review.  These are shown in Appendix 2 – Terms Of Reference.  
 
3.8 The Terms of Reference need to be considered by Council Cabinet before 

being reviewed by the Scrutiny Management Commission.  The Council 
Cabinet, taking account of any comments made in the scrutiny process, must 
then finally approve them. 

 
3.9 It is anticipated that the review will be completed by September 2004. 
 
 
OTHER OPTIONS CONSIDERED 

 
4. None. 
 
 
For more information contact: 
Background papers:  
List of appendices:  

 
Geoff Hall 01332 716516  e-mail geoff.hall@derby.gov.uk  
None 
Appendix 1 – Implications 
Appendix 2 – Terms of Reference –  Bereavement Services Best Value 
Review 
Appendix 3 – Risk Matrix 
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Appendix 1 
 
IMPLICATIONS 

 
Financial 
 
1. The costs incurred in carrying out this review must be self-financing from 

within the Bereavement Services included in the review. 
  
Legal 
 
2. The Best Value Review of Bereavement Services is being carried out under 

the requirements of the Local Government Act 1999.  
 
Personnel 
 
3. None arising directly from this report.   
 
Corporate Priorities and Objectives 
 

4. This review will examine and challenge Bereavement Services to ensure that 
they are consistent with the council’s objective to provide integrated, cost 
effective services that respond to customers’ and community needs. 
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Appendix 2 

 
 

Best Value Terms of Reference 

Review Title Bereavement Services 
Cabinet Member Cllr Mike Carr 
Review Team Leader Geoff Hall – Assistant Director (Works & 

Engineering) 
Scope of Review: Key Issues & 
Themes 

Related points 

1. a) Is the action taken an appropriate 
response to the perceived risk? 
 

 

Health & Safety 
 
Stability of memorials 
needs to be checked and 
dangerous memorials laid 
down to eliminate danger. 

b) What effect will the work have on the 
appearance of the cemeteries as places 
of peace and tranquillity? 

  c) Is the programme of rectification 
sufficient to eliminate the danger within a 
reasonable period? 
 

  d) What long-term arrangements will be 
made to restore the memorials in order 
to preserve the cultural and historical 
value of the cemeteries?  
 

2. Cemetery Regulations  a) Do the Cemetery Regulations offer 
sufficient choice to all sections of our 
community? 
 

  b) What arrangements should be made to 
enforce the regulations? 
  

  c) What standards of maintenance should 
we apply within the Cemetery and 
Crematorium? 
 

3. Is the current service 
sufficiently responsive to 
the needs of our 
customers? 

a) Are there sufficient staff available at the 
Cemetery Office to cope with the normal 
range of demands of the service? 
 

  b) Is there scope for introducing ICT to 
cemetery booking systems? 
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Appendix 2 
 
Scope of Review: Key Issues 
& Themes 

Related points 

4. a) Is the capacity sufficient for current and 
future needs? 
 

 

Is the Crematorium building 
and site sufficient to meet 
current and future 
requirements? 
 

b) What effect will the proposed emission 
regulations have on the service? 
 

  c) Are the current facilities for mourners 
and officials satisfactory? 
 

  d) Do the chapels meet the expectations of 
mourners? 
 

  e) Could the layout of the site be improved 
to improve facilities and traffic safety? 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



  
6

RISK MATRIX
S

TR
A

TE
G

IC
 R

IS
K

 P
R

O
FI

LE
   

   
  

O
rg

an
is

at
io

n 
N

am
e:

 B
er

ea
ve

m
en

t S
er

vi
ce

s 

Im
pa

ct
: 

I 
C

at
as

tro
ph

ic
 

II 
C

rit
ic

al
 

III
 

M
ar

gi
na

l 
IV

 
N

eg
lig

ib
le

 

Im
pa

ct
 

Likelihood 
 A

 
    

 
 

 

 B
 

    

1
 

5
, 

7
 

 

 C
 

    

2
 

 
 

 D
 

    

3
 

 
 

 E
 

6
 

4
 

 

    
 F

 
    

 
 

 

 
IV

 
II

I 
II

 
I 

 

K
ey

 
R

ed
  

 A
m

be
r 

 
 G

re
en

 
 

Appendix 3

Li
ke

lih
oo

d:
 

A
 

V
er

y 
hi

gh
 

B
  

H
ig

h 
C

  
S

ig
ni

fic
an

t 
D

 
Lo

w
 

E
 

V
er

y 
lo

w
 

F 
A

lm
os

t i
m

po
ss

ib
le

 



  
7

B
er

ea
ve

m
en

t S
er

vi
ce

s 
R

is
k 

Sc
en

ar
io

s 
  1 

Is
su

e 
Tr

ig
ge

r 
C

on
se

qu
en

ce
 

Li
ke

lih
oo

d 
Im

pa
ct

 
Fo

r s
af

et
y 

re
as

on
s,

 it
 h

as
 b

ee
n 

de
ci

de
d 

th
at

 s
om

e 
gr

av
es

to
ne

s 
w

ill 
ne

ed
 to

 b
e 

la
id

 d
ow

n 
 

P
ub

lic
 o

ut
cr

y 
re

ga
rd

in
g 

ov
er

al
l 

ap
pe

ar
an

ce
 o

f c
em

et
er

y 
 

P
ub

lic
 e

nq
ui

ry
 

H
ea

lth
 a

nd
 S

af
et

y 
E

xe
cu

tiv
e 

en
qu

iry
  

Fi
ne

s 
Tr

ip
 h

az
ar

ds
 

Li
tig

at
io

n 
M

ai
nt

en
an

ce
 c

os
ts

 ri
se

 
R

ep
ut

at
io

n 
A

dv
er

se
 p

ub
lic

ity
 

R
is

e 
in

 c
om

pl
ai

nt
s 

Lo
w

 m
or

al
e 

S
us

pe
ns

io
ns

 

B 
3 

  2 
Is

su
e 

Tr
ig

ge
r 

C
on

se
qu

en
ce

 
Li

ke
lih

oo
d 

Im
pa

ct
 

Th
e 

cr
em

at
or

iu
m

 b
ui

ld
in

g 
w

as
 

bu
ilt

 in
 1

95
6 

an
d,

 th
er

ef
or

e,
 m

ay
 

no
t m

ee
t u

se
rs

 e
xp

ec
ta

tio
ns

 a
t 

pr
es

en
t a

nd
 in

 th
e 

fu
tu

re
. 

D
is

sa
tis

fie
d 

cu
st

om
er

s 
m

ea
su

re
d 

th
ro

ug
h 

fe
ed

ba
ck

 
P

oo
r q

ua
lit

y 
of

 s
er

vi
ce

 
B

ad
 re

pu
ta

tio
n 

A
dv

er
se

 m
ed

ia
 a

tte
nt

io
n 

B
ad

 e
m

ot
io

na
l e

xp
er

ie
nc

e 
fo

r 
m

ou
rn

er
s 

C
 

3 

  3 
Is

su
e 

Tr
ig

ge
r 

C
on

se
qu

en
ce

 
Li

ke
lih

oo
d 

Im
pa

ct
 

Th
e 

tra
ffi

c 
flo

w
 s

ys
te

m
 d

oe
s 

no
t 

al
lo

w
 c

on
ve

ni
en

t a
cc

es
s 

an
d 

ex
it 

fro
m

 th
e 

cr
em

at
or

iu
m

 
fa

ci
lit

ie
s 

A
cc

id
en

t/ 
in

ju
ry

 to
 m

em
be

r o
f 

st
af

f o
r t

he
 p

ub
lic

 
A

dv
er

se
 p

ub
lic

ity
 

Lo
ss

 o
f B

us
in

es
s 

C
om

pl
ai

nt
s 

Li
tig

at
io

n 
B

ad
 e

m
ot

io
na

l e
xp

er
ie

nc
e 

fo
r 

m
ou

rn
er

s 
Lo

ss
 o

f i
nc

om
e 

D
 

3 

   



  
8

 4 
Is

su
e 

Tr
ig

ge
r 

C
on

se
qu

en
ce

 
Li

ke
lih

oo
d 

Im
pa

ct
 

Th
er

e 
is

 a
 n

ee
d 

fo
r t

he
 

C
em

et
er

y 
B

oo
ki

ng
 S

ys
te

m
 to

 
m

ov
e 

fo
rw

ar
d 

w
ith

 IT
 in

 o
rd

er
 to

 
co

nt
in

uo
us

ly
 im

pr
ov

e 
th

e 
se

rv
ic

e 
an

d 
ke

ep
 u

p 
w

ith
 o

th
er

 
pr

ov
id

er
s 

La
ck

 o
f I

T 
S

ys
te

m
 

C
om

pl
ai

nt
s 

N
ot

 m
ee

tin
g 

se
rv

ic
e 

us
er

s’
 

ne
ed

s 
 

E 
3 

  5 
Is

su
e 

Tr
ig

ge
r 

C
on

se
qu

en
ce

 
Li

ke
lih

oo
d 

Im
pa

ct
 

Th
er

e 
ar

e 
no

t e
no

ug
h 

st
af

f t
o 

pr
ov

id
e 

su
ffi

ci
en

t c
ov

er
 fo

r t
he

 
ce

m
et

er
y 

of
fic

e 

S
ta

ff 
no

t r
ep

la
ce

d 
w

he
n 

th
ey

 
le

av
e 

S
ta

ff 
on

 lo
ng

-te
rm

 s
ic

k 
le

av
e 

C
om

pl
ai

nt
s 

D
is

sa
tis

fa
ct

io
n 

of
 

cu
st

om
er

s/
se

rv
ic

e 
us

er
s 

O
ffi

ce
 c

lo
su

re
 

E
m

ot
io

na
l d

is
tre

ss
 fo

r f
am

ily
 

in
vo

lv
ed

 

B 
2 

  6 
Is

su
e 

Tr
ig

ge
r 

C
on

se
qu

en
ce

 
Li

ke
lih

oo
d 

Im
pa

ct
 

A
cc

es
s 

to
 th

e 
m

em
or

ia
l b

oo
k 

is
 

be
tw

ee
n 

th
e 

ho
ur

s 
of

 8
.3

0a
m

 
an

d 
4.

30
 p

m
 fo

r t
ha

t p
ar

tic
ul

ar
 

da
y 

C
us

to
m

er
 c

om
pl

ai
nt

s 
th

at
 th

e 
se

rv
ic

e 
is

 n
ot

 o
ffe

re
d 

at
 a

 
co

nv
en

ie
nt

 ti
m

e 
to

 th
em

 

B
ad

 p
ub

lic
ity

 
S

ta
ff 

re
so

ur
ce

s 
de

al
in

g 
w

ith
 th

e 
co

m
pl

ai
nt

s 
 

E 
4 

  7 
Is

su
e 

Tr
ig

ge
r 

C
on

se
qu

en
ce

 
Li

ke
lih

oo
d 

Im
pa

ct
 

Th
e 

ce
m

et
er

y 
re

gu
la

tio
ns

 d
on

’t 
m

ee
t t

he
 re

qu
ire

m
en

ts
 o

f t
he

 
co

m
m

un
ity

. 

G
ra

ve
s 

no
t m

ai
nt

ai
ne

d 
in

 a
n 

ap
pr

op
ria

te
 m

an
ne

r. 
C

om
pl

ai
nt

s 
fro

m
 th

e 
pu

bl
ic

 
A

dd
iti

on
al

 e
xp

en
se

 d
ue

 to
 

in
di

vi
du

al
 m

ai
nt

en
an

ce
 o

f 
gr

av
es

 
In

co
ns

is
te

nt
 a

pp
ro

ac
h 

B 
2 

 


