NO SOLICITING
POLICY AND PROCEDURES
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Policy statement
We will not make any unsolicited approaches to members of the public to publicise our services or to sell funeral plans or related services. We will advertise and communicate in a way that is accurate, not misleading, and that maintains public trust in the funeral profession. Where referrals are used, we will be open about any financial or other interest. These rules apply to all staff, representatives, and subcontractors.

Scope
This policy applies to all locations and to all people who act for us in any capacity, including employees, casual and agency staff, contractors, introducers, and any third parties who promote our services. It covers all marketing, advertising, referrals, and introductions.

Purpose 
This policy sets the standards for how we win and accept business. It explains prohibited activities, expected conduct, and how we train, monitor, and respond to any breach. It supports our duties under applicable competition and consumer rules and under the financial rules that apply to funeral plans.

Principles
· No unsolicited approaches: Staff, representatives, and subcontractors must not make unsolicited approaches to the public to promote funeral services or funeral plans. 
· No cold calling for funeral plans: Cold calling and other unsolicited sales communications about funeral plans are prohibited. 
· No commission or inducements: We will not enter or continue any arrangement that could be seen as an inducement for referrals or introductions. 
· Transparency: We will tell clients about any financial or other interest that an introducer has in making a referral. 
· Accurate advertising: All publicity and price information must be clear, accurate, and not misleading, and must not conceal additional costs. 
· Act in the client’s best interests: We will not use incentives, pressure, or misleading information to win business.

Roles and Responsibilities
· Senior management: Approve this policy, allocate resources, and review audit results and breaches. 
· Managers: Ensure local procedures, staff training, and supervision reflect this policy; check advertising and referral activity; act on any breach. 
· All staff and representatives: Follow this policy; declare any potential conflicts; report concerns at once. 
· Compliance or policy lead: Maintain this policy, keep a register of introducers, and coordinate monitoring and reporting.

Procedure
Acceptable marketing and communications
· Use only approved materials and channels that provide clear, accurate information about services and prices.
· Ensure any digital or printed price information is complete and does not hide fees or extras. 

Prohibited activities
· Do not make unsolicited approaches to members of the public in person, by telephone, or through third parties to promote funeral services. 
· Do not engage in cold calling or any unsolicited sales communication about funeral plans. 
· Do not offer or accept commissions, referral fees, or other inducements for introductions. End any such arrangements in place. 

Introducers and disclosures
· Keep a list of approved introducers. Ensure there are no inducements or commissions. 
· Where a client is referred to us, tell the client clearly and in writing about any financial or other interest the introducer has in making the referral. Record that this disclosure was made. 

Advertising and publicity sign off
· All ads and publicity must be checked by a manager before use to confirm accuracy, clarity, and compliance. Keep a copy and the approval record. 

Handling concerns and complaints
· Record any complaint or concern about solicitation, pressure selling, misleading information, or undisclosed interests.
· Investigate without delay. Where a breach is confirmed, take corrective action and consider whether regulatory reporting is needed.

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.

Monitoring, audit, and enforcement
· Carry out regular checks of advertising, website content, social media, and referral activity.
· Include checks in internal audits. Record findings and actions. 
· Any breach will be handled under our disciplinary procedures and regulatory reporting duties as required

Audit and Review
· Managers will carry out regular 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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