MANAGEMENT OF ASHES
POLICY AND PROCEDURES
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Policy statement
We will manage ashes with care, dignity, respect, and clear records at every stage. We will arrange the return or disposal of ashes in line with the client instructions, law, and good practice. We will never withhold ashes to secure payment.

Scope
This policy applies to all staff, agency and casual staff, and contractors involved in the receipt, storage, handling, transfer, release, scattering, interment, or recording of ashes at any of our sites or when off site.

Purpose
This document sets out how we store, handle, record, release, transfer, scatter or inter, and audit ashes. It also sets out how we protect personal data and respond to any incident.

Roles and Responsibilities
· Management: approve this policy, provide secure storage, ensure staff training, and review audits and incidents.
· Ashes lead or site manager: keep the register, check storage conditions, sign off releases and transfers, and maintain the audit trail.
· All staff: follow this policy and the procedures, keep accurate records, and report any issue at once.

Expectations
Client options and information
· We will explain options in clear terms and record the client choice. Options include return to the client, scattering, interment, retention for a defined period, and splitting of ashes if requested.
· We will provide written information about each option, fees, timescales, permissions needed, and any limits.
Change of instruction
The client may change their instruction at any time before the ashes are released, scattered, or interred. We will confirm any change in writing, update records, and stop any planned action until verified.
Safeguards to prevent mixing of ashes
Only one set of ashes is prepared or handled at any time. Work surfaces are cleared and cleaned between cases. Containers are opened and sealed one case at a time. Labels and paperwork remain with the ashes throughout.
Confidentiality and data protection
All records that include personal data will be kept in line with UK GDPR and the Data Protection Act 2018. Data will be accurate, limited to what is needed, stored securely, and kept only as long as needed. Access is limited to authorised staff.

Procedure
Receipt of ashes from a crematorium
· Check the outer label and cremation certificate match.
· Allocate a unique internal reference or use the case number.
· Record the receipt in the ashes register with date and time, crematorium, client name, deceased’s name, case number, and staff signature.
· Place the cremation certificate in a clear wallet and the ashes in the designated container (either provided by the crematorium or one chosen by the client). 
· Move the ashes and certificate directly to the designated store and log the location.

Storage
· Store ashes in the designated locked, clean, dry, and well maintained location.
· Keep the cremation certificate together with the ashes at all times.
· Use fixed shelf locations or numbered lockers to prevent misplacement.
· Carry out a weekly visual check of the store and record checks and any actions taken.

Recording each individual set of ashes
The register records the unique case number, deceased name, date received and source, storage location, container description, client details, current instruction and date given, every movement or action with date and time and staff initials, and the final outcome with evidence.

Splitting of ashes or transfer between containers
· Confirm the client instruction in writing and check any permissions needed.
· Prepare a clean work area and gather the required containers and labels.
· Verify identity from the cremation certificate and case number.
· Handle only one case at a time.
· Record the amount placed in each container and the container descriptions.
· Seal and label each container with case number, deceased name, and date.
· Update the register and attach the client instruction to the record.
· Return the cremation certificate to the main container unless a certified copy is requested.

Contacting the client and arranging release or transfer
· Contact the client when ashes are ready and again if no response within a reasonable period such as four weeks.
· Keep a contact log with dates, methods, and outcomes.
· For transfer to another provider, obtain written instruction and confirm handover details.

Identification before release
· Arrange a collection appointment.
· Ask the client to bring photo identification or two other forms of identification.
· At collection confirm identity and confirm the instruction.
· Ask the client to check the label and confirm the deceased’s name.
· Both staff and client sign the release form with date, time, identity confirmed, container description, and advice given.
· File the signed release form with the register.

Courier or postal release
· Use only a service that accepts ashes and meets all carriage rules.
· Pack with shock protection and leak prevention. Include a copy of the cremation certificate.
· Record tracking details and confirm delivery with the client.

Scattering or interment carried out by us
· Confirm the location, permission, and any fee or permit. Confirm any faith or family requirement.
· Verify identity and record the container description before travel.
· Attend with dignity, follow venue rules, and record the exact location or plot reference.
· Update the register with date, time, location, plot reference if any, and who was present. Keep any permit or receipt.

Lost or damaged ashes
· Treat any concern about missing or damaged ashes as a serious incident. Inform management at once.
· Stop related activity, search and check the register and store, and secure the area.
· Inform the client without delay and explain the steps being taken.
· Report to the trade body and any other regulator as required.
· Record the incident, findings, and corrective actions. Review the risk assessment and update controls.

Audit trail
· Record every action with date, time, reason, location, staff initials, and any supporting document.
· Keep a clear chain of custody from receipt to final outcome.
· Carry out a monthly sample audit and a full annual audit of all open cases.

Records
We keep the ashes record.
Retention: keep ashes records for at least ten years after the final outcome, or longer if required by company policy. Records that include personal data will be kept and disposed of in line with UK GDPR.

Training and Competence
· Induction covers this policy in full.
· Refresher training takes place at least every 12 months or after an incident.
· Training records to be kept.


Communication with clients
We will provide clear written information about options, timescales, and any fees.  We will use plain language and give the client time to decide.   We will confirm instructions and any changes in writing.

Financial matters
Ashes are never withheld to secure payment for goods or services. We will honour the client’s lawful instructions.

Audit and Review
· Managers will carry out quarterly checks on compliance with this policy.
· The policy will be reviewed at least once every year, and after any significant change, incident, or audit finding.

Equality and Inclusion
We will make reasonable adjustments for workers who may need them. Lone working authorisation will consider individual needs and abilities.
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