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Scrutiny topic: Clarion’s bereavement and
succession policies and procedures

What is a resident scrutiny committee?

A resident scrutiny committee (RSC) is a group of residents who review
housing services to ensure they meet residents’ needs.

« This helps identify areas for improvement, ensures transparency and supports
regulatory standards. The RSC’s input builds trust, improves communication,
and enhances the quality of Clarion’s services.
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1. Why was this topic chosen?

The Customer Support team approached the RSC to review Clarion’s Bereavement and Succession policies and
procedures, focusing on lessons learned and areas for improvement.

2. What we found out?

Overall, policies relating to bereavement were good.

Some changes were needed in the processes and
procedures used to manage the bereavement cases.

A review of the following was needed to support the
delivery of a more sensitive, consistent, and effective
bereavement support process:

Current staff training programs

Correspondence sent to
next of kin

Call scripts

Partnerships with external organisations.

Between 1 July and 30 September 2024, 537 bereavement
processes were raised to Customer Support, with only two
complaints recorded during this period, indicating a low
complaint rate.

Various training and development opportunities are in
place for staff. Ad hoc legal training is also available when
relevant, to ensure staff remain well-equipped to handle
bereavement cases with professionalism and care.

Staff handling bereavement cases are required to work
in at least two other areas within Customer Support to
develop broader skills, including system training and
telephone support, progressing towards case ownership.

The bereavement process in relation to a tenancy, involves
several key steps to ensure a smooth transition following a
residents passing.

It takes approximately 30 days for a tenancy to be officially
terminated after the notification of death. Coordination
between the landlord, next of kin and any relevant
authorities is needed to confirm details and formally end
the tenancy agreement.

The process is designed to be structured and clear,
ensuring that all necessary documentation and actions are
completed efficiently.

Clarion offers rewards and benefits for employees,
including a free counselling and legal advice scheme for
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staff and their families.

Clarion’s website mentions support for personal well-
being, covering areas such as antisocial behaviour and
supported housing services, as well as mental health and
well-being resources, but nothing specific to bereavement.

When looking at external agencies, it was identified that
some have structured training from start to finish and
assign one person to assist bereaved customers. Others
offer minimal support to staff, with no downtime between
appointments.

Marie Curie has a bereavement
policy granting ten days of bereavement leave.

The NHS bereavement process includes guidance

on compassionate communication, signposting to
bereavement services, and structured support for both staff
and patients.

Currently, Clarion only has one specialist bereavement
support offer from community partners, delivering in the
East region.

Clarion does not currently survey customers on
bereavement policies due to the sensitivity of the subject,
following the same approach as topics like domestic
violence.

Feedback from Colleague interviews identifying issues with
customers not knowing how to get hold of the correct team,
sometimes leading to duplication requests from staff to
grieving families. Families not understanding or unfamiliar
with succession rights.

Duplicate cases can happen where contact centre has been
contacted on multiple occasions by NOK/families and new
cases activated as a result. Feedback has also identified
that the termination end date can be miscalculated.

There is limited training prior to going live in the process.
Colleagues offer advice and support when requested, but
nothing structured is in place.

A search of the Clarion website found navigation to
appropriate information hard to find.
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3. How we did it?

Our primary focus was ensuring the development of a policy aligned with the needs of residents and families experiencing

bereavement and/or succession. The following scrutiny activities were carried out:

Members reviewed Clarion’s current
policies and procedures, with a focus
on bereavement.

Members appraised the policies,
processes, and flow charts, including
those related succession.

Members analysed the complaints
data documents, reviewed them, and
asked questions for clarity.

Members reviewed the current staff
training offers, training list, and
materials documents and asked
questions for clarity.

Members reviewed correspondence
that goes out to next of kin.

Members scrutinised bereavement
information on Clarion’s website.

Members explored how external
organisations handle the bereavement
process.

4. Agreed recommendations?

Members compiled a list of questions
which were used by RSC members in
the staff interviews feedback session.

Members compiled a list of questions
to use in the staff surveys.

Members received a presentation
about customer satisfaction.

Members received information from
Clarion Futures staff regarding
bereavement support and signposting.

Provide a bereavement information
pack/newsletter for residents. This
would include information such as
process steps, timescales, succession
details and guidance for property
clearance. This will be developed over
the coming months. We are looking at
a 12-week turnaround. RSC members
will review.

Introduce a colleague bereavement
process checklist, outlining
documents and expected timelines
and support contacts. Include
automated calculator to provide
correct dates for Termination End
Date. With an FAQ sheet and visual
flowchart to further simplify the
process. Training for this to support
contact centre staff on indexing

and documentation they may be
unfamiliar with. Steps to include
checking for duplicate requests that
may already be in the system. 12-
week turnaround. RSC members to
approve this document.

Introduction of a bereavement training
program for colleagues. Focus on
empathy, active listening and effective
communication. A more enhanced
training program for colleagues who
specialise in the bereavement process
for sensitive communication and
managing difficult conversations such
as succession rights. Smaller annual
refreshers/reminders and utilisation
of reqular team briefings to share
best practises, identify training gaps
and maintain knowledge/effectiveness
and ensure any changes are not
missed.

This will be moved forward over the
coming months. The sponsors are
looking at a 10-12-week turnaround.

Introduce a shared case
management system to improve
coordination, align workflows and
enhance communications between
departments. With a dedicated
bereavement team (ideally a single
point of contact] to manage the
bereavement cases. CRM already

support this functionality, and the
future case management function
will align this further, with a drive

to have people owning end to end
processes and being responsible for
that customer.

Implement internal support systems
such as peer support groups, regular
debriefing sessions and team
check-ins.

Sponsors felt this was suitably
covered through monthly 1:1s that
include welfare checks. However, it
was agreed that this would be looked
into further.

Regular communication (annual/
biannual) about key tenancy
particulars and where residents can
find further support.

Sponsors will look to utilise
Michelle Reynolds” quarterly update,
which is sent to all residents.

To find out more about this report, or if you're interested in becoming a member,

please email getinvolvedfdmyclarionhousing.com
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