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Little’s Funeral Service Ltd – Complaints Procedure
At Little’s Funeral Service Ltd, we are committed to providing the highest standards of service to the families who place their trust in us at their time of need. However, we understand that there may be occasions when families are dissatisfied or have concerns about the services we provide. Here we want to outline how we handle any complaints in a fair, transparent, and timely manner, in accordance with the Funeral Director Code of Practice issued by the Scottish Government.
1. How to Make a Complaint
If you are dissatisfied with any aspect of the service you have received from Little’s Funeral Service Ltd, please contact us as soon as possible. You can raise any concerns or make complaint in the following ways: (in the first instance any concerns should be directed towards your funeral director)
· By Phone: Call us at 0141 637 2114 during our office hours.
· In Writing: You may write to us at Little’s Funeral Service Ltd, 316 Clarkston Road, Glasgow, G44 3EG or email us at info@littlesfuneralservice.co.uk 
· In Person: You are welcome to visit our office at 316 Clarkston Road, Glasgow, G44 3EG, where a member of staff will assist you.
We would ask that you provide as much detail as possible about your complaint, including the nature of your concern, dates, names of staff involved, and any other relevant information.
2. Acknowledging the Complaint
We will acknowledge receipt of your complaint as soon as your funeral director or member of senior management has been made aware of receiving your complaint and we will confirm this acknowledgment by return. We will confirm whether we require any further details from you to fully investigate the matter.
3. Investigating the Complaint
Once we have all the necessary information, we will begin investigating your complaint. We would always resolve to aim to resolve the issue as quickly as possible, but certainly within 10 working days. However, if the investigation takes longer, we will keep you informed of the progress and provide you with a revised timescale for resolution.




4. Response to the Complaint
Once we have completed our investigation, we will provide you with a clear written response. This will include:
· A summary of the complaint.
· The findings of our investigation.
· Any action we propose to resolve the issue, including any steps we plan to take to prevent similar issues in the future.
5. Confidentiality
All complaints will be treated in strict confidence. Any personal details or information shared as part of the complaint process will only be used for the purpose of resolving the matter.
6. Record Keeping
We will keep a record of all complaints, the actions taken to resolve them and any outcomes. This is to ensure continuous improvement in the services we offer and they way we look after you and your loved ones.
7. Commitment to Continuous Improvement
As a family business with customer service at it’s core Little’s Funeral Service Ltd we’re committed to learning from any complaints we receive and using them to improve the service we provide. We regularly review our complaints procedure to ensure it is effective and that we are providing the best possible care to our clients and their families.
If you have any questions or need assistance, please don’t hesitate to contact us. We are here to support you and ensure that any concerns are addressed with care and respect.

8. If You Are Unhappy with Our Response
If, after receiving our response, you are still dissatisfied with the outcome, you may escalate the complaint to an independent body. This could include:
National Association of Funeral Directors
· NAFD Resolve - National Association of Funeral Directors
· complaints@nafd.org.uk 
· 0121 711 1636
The Scottish Public Services Ombudsman (SPSO): If your complaint involves issues of public service standards, you may contact the SPSO for further advice and guidance.
· We are Scotland's Ombudsman | SPSO
Telephone: 0800 377 7330
This procedure adopts to the standards set out in the Funeral Director Code of Practice issued by the Scottish Government, ensuring fairness, transparency, and accountability in how we handle complaints.
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