H. Porter & Sons complaints policy

Providing you with a high standard, caring and compassionate service at any time of the day or
night is our top priority. However, if we haven’t met your expectations, we’d like you to inform us,
and we will do our best to rectify the situation and learn from our mistakes.

In the first instance, we’d like you to contact the staff member that’s been supporting you and
let them know about your complaint. If you feel your feedback needs to be brought to the
attention of someone more senior, you can get in touch with our General Manager, Lucy Parker
or Director, Lucy Porter.

You can contact any member of staff via telephone on 01384 395048, or email
enquiries@hporter.co.uk or write to us, Old Church House, 60 South Road,
Stourbridge, DY8 3ULl.

What happens with my complaint?

We hope to solve problems immediately. Complex matters may take more time. If we need to
look into things and we can’t resolve your complaint immediately we’ll take your contact details,
investigate your feedback and let you know when you can expect to hear from us again.

These are the steps H. Porter & Sons will take:

o Upon receipt of your complaint, we will record it centrally and keep a log of any
communication with you.

o Acknowledge your complaint in writing within 3 working days of receiving your feedback.

o We willinvestigate to fully understand what’s happened and speak with the individuals
involved.

e We may contact you if we need further information to understand what has happened
and provide a solution.

o We’ll provide an overview of our findings and ask if you agree with them. We’ll also let
you know the result of our findings.

e Should it take longer than 28 days to resolve the matter, we’ll contact you and let you
know how our investigation is progressing.

e More complex complaints should be resolved within 56 days of receipt. If it looks like
this timeline is going to extend further, we will contact you.

¢ We’llaim to provide you with a final written response within 56 days of acknowledging
your complaint.

o [f ourfinal written response hasn’t resolved things for you, please let us know at your
earliest convenience, we would like to remedy this for you.


mailto:enquiries@hporter.co.uk

If you’d like to escalate your complaint further, you can contact the National Association of
Funeral Directors (NAFD) who’ll independently review your complaint. The NAFD is a free,
independent service that investigates disputes between funeral providers who hold
membership of the NAFD, and the clients of these member funeral providers. H. Porter & Sons
is a member of the NAFD.

The NAFD offer a complaint resolution service and H. Porter & Sons is bound by the outcome
that they decide.

Our complaints handling and resolution procedure also follows the code of practice outlined by
The National Society of Allied and Independent Funeral Directors (SAIF). More information
can be found here: About SAIF — SAIF


https://saif.org.uk/about-saif/

