
module

Working with 
families

two



02

WORKING WITH
FAMILIES AND

GRIEF

02



01 Intro

02 Communicating with
the family of the
deceased

03 Interviewing the
family 

co
nt

en
ts



01

How to take instruction from the Funeral Director/Family
Communication steps
How to respect protocol every step of the journey
How to run a client interview with ease
How to get the most out of client interactions

In this powerful module, you’ll be focusing on the first and most important
steps of your role; supporting your families. 
 
We will teach you how to communicate with your families, what the
procedures are when working with funeral directors and when working
individually. 
 
There are many considerations and techniques to use when working with
the families to create the ceremony. This part of the module will teach you
how to arrange and conduct your interview, what questions to ask and
how to support your family through this time. You’ll learn the importance
of listening and the aspects you need to cover in order to complete the
ceremony.

 You will learn how to work with varying members of the family, from
children to people who are struggling with their grieve in order to create a
memorable celebration of life. 
 
You’ll leave with the confidence to conduct a full consultation with a wide
variety of personalities and family structures and get the information you
need to create the ceremony with ease.

In this module we will cover:
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Your Funeral Director will check your availability,
check your price and then confirm with the family
they’d like to go ahead.

You’ll ask background questions to the Funeral
Director on the person that died and also in regards
to the person you will be communicating with (the
CLIENT). Where are they based? What is the situation?  
Thank the FD for putting your forward, and ask why
they thought you were a good fit. This is so you are
knowledgeable from the offset. Remember the FD
want to put forward the celebrant that suits the
family as it will look good on them.Think of the FD’s
as Matchmakers. 

As the Funeral Directors play a pivotal role in assigning
families to you, communication with the deceased’s
families can vary. It can become a little confusing
understanding who is in charge of that relationship.
Remember, you are serving the client and you are
working as a team with the Funeral Director to ensure
they are well looked after so you are just as important in
this relationship as the Funeral Director. 

The usual protocol is as follows:
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COMMUNICATING WITH THE
FAMILY OF THE DECEASED



You will then take over the communications in
regards to the CONTENT of the funeral service itself,
as the FD will look after the logistics. 

You will make a phone call to the family member in
charge of the service. (The Client)

At all times, keep the Funeral Director in the loop
with the arrangements you have made – but be
careful not to over inform. Don’t send them an email
every time you do something. Send then one that
covers that you have made contact, set a date for a
meet, and plan to be back in contact after that. (Past
present future rule (see Video)

There are many things you need to ask to ensure a
successful first interaction with the family members.
Firstly, it is important to acknowledge the death and
offer condolences, build up the trust and respect
factor immediately. The one you speak to initially may
not be the one you meet in person so ask who you’ll
be meeting.(see point 5)

Ask when they’d like to meet. This would usually take
place within a few days of being assigned the service. 

Ask how they would like to meet. There will come an
occasion when they’d like to meet in person, at their
house, in a café or simply online so ensure you gauge
the best fit for the family and for yourself. If you feel
it is easier to build a rapport in person, then offer it.
If the family are remote and rural, you may ask for
them to join you in town, or do the consultation
virtually.

What to ask in the initial phone call?
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Ask direct questions so they don’t have to think about
too many options. Remember the death may be a
shock and you don’t want to overwhelm them. So
offer solutions all the time. 

Ask who you will be meeting?(already in first point…)
It’s best to go in knowing who you are going to see at
the meeting so you can prepare. Will it just be a
single person, or will they invite family members? Will
children be present? 

Set yourself up to be prepared for anything. Allergic
to cats? Mention it during this call, ‘will there be any
cats in the house?’ and ask for the cat to be placed in
another room for the meeting. Make the process of
interaction when at the consultation as easy as
possible. 

TIP: Remember they will have had quite an intense 72 hours
prior to your call. They may be feeling a whole world of
emotions and your job is to make this interaction as smooth
as possible. Take the lead, let them know you are a
professional and that you will be in charge of looking after
them.

After you’ve put the phone down, you have set yourself
up for the meeting and you will have all the foundations
you need to be prepared.

Remember to reach out to the Funeral Director to let
them know when and where you are meeting the family
so they know all is organised and in hand.
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What happens after the phone call?

The next step in your protocol is to send an email to the family member
outlining the details you discussed. Always have in your mind that this is
a stressful time for them and it’s important you make the experience as
smooth and simple as you can. Confirm the date, who you are meeting,
the location of the meeting, and explain a little about what you are going
to do during that time. You could also set a limit to the time you will be
meeting. You can mention the meeting will be 60 minutes long. You may
find you are there for just 20 minute minutes, some may keep you going
a few hours so if you set the parameters in your initial conversation,
everyone is aware of the process. 

End the email by summarising any action such as ‘You don’t need to do
any action ahead of use meeting’. Or you may want to attach your Client
form so they can prepare. So say “I have attached the form I shall be
using, so if you wanted to familiarise yourself with this, then you are
welcome, but just if you choose to do so.”.Remember the rule – Past
present Future. You are offering them solutions, not issues. 

Copy the Funeral Director into this email. This saves the family member
from having to confirm the step has been complete themselves. 

TIP: Remember the family may have had 25 other phone calls that day from
other relations so they will get side-tracked and overwhelmed easily. Support
them with confirmations as much as possible.



Assignment:

TASK ONE

What other questions do you think you’d need to ask to have a
successful initial conversation and smooth process?



Assignment:

TASK TWO

What is the step by step protocol process from receiving the initial call
from the Funeral Director? 



Assignment:

TASK THREE

What top 3 things do you need to be mindful of when interacting with
the family in these initial stages? 
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INTERVIEWING THE
FAMILY 

The foundations in part 1 will set you up for a meeting in
any circumstances. It may be that you are dealing with a
sudden death, or teenage cancer, or a parent that has
lost a child. You may even be walking into a murder.
Preparing yourself for the consultation will make any
situation calmer and yourself more efficient and
confident.

This first meeting is about building trust and rapport.
The family are putting one of the most important
moments in their lives in your hands and they want to
know you have it together and you will lead them with
confidence.

You don’t need to get all the information in this meeting.
Some information you can gather through email
afterwards.

When meeting the family, remember the steps of
protocol and all of the things you learnt in the first part
of this module. You will take the lead here.
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Introduce yourself and read the body language –
body language is huge here. You will be able to gauge
how comfortable they feel, how the energy is in the
room, how much you will need to take control or sit
back and let them lead. 

By giving room for pause and letting the family lead
some of the conversation, you are then gauging the
style of the service. Is their laughter when they recall
stories? If so, you may be able to relax a little more
and focus on the times they enjoy recalling. Are they
more matter of fact in their interactions and
storytelling? You may feel your body language change
and it’s too early to talk about their life in detail so
respect this and stick to a more formal manner.

The family will be in different stages of grief. Some may
just want you to take the details and go, others may want
you to support them in this time. 

This meeting is also about listening. Think of your self as
an Auditor.  It’s about watching behaviour, shuffles,
looks, watching the silence. Yes, you're there to guide but
don't be scared of silence. Sometimes you do need to sit
and breathe and give the family space to speak and to
think. 

Tip: Remember this may be the first interaction they
have had since the death and are still unsure about the
process. Stop, listen, watch their body language and
gauge the energy in the room. It will help you mirror the
interaction and make them more comfortable. 

Key considerations when entering the consultation
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Be well mannered. You are potentially entering someone’s home, in
their space at a time when they are grieving. Respect their
environment and be polite and courteous. 

Trust yourself and let them trust you. If you don’t gather all the
information in this meeting it is ok as long as you’ve gained their
trust. If you have listened to them, you can email them the next day
to ask any questions you feel you missed or would benefit the
ceremony. You can say ‘I know this and this, can you just tell me
about this?’ It shows you listened and are knowledgeable, making
them feel safe. 

End the meeting with a round-up and clarification that you are there
to support them. Thank them for trusting you and make the
conformation that you will email them when you get home to
confirm your time to speak again and you may want to hear a little
more about this and that experience. This shows you listened again
and you are looking forward to knowing more.

TIP: The outcome of the meeting doesn't have to be something material, it
needs to be a feeling.



Assignment:

TASK ONE

You may attend an interview with a child present and that child may ask
questions. How would you respond if the child asked the following about
their deceased father: 

1.    What happens to my father now? Will he go to heaven?



Assignment:

TASK TWO

What equipment could you take with you to the meeting
to support the information gathering process?



Assignment:

TASK THREE

How would you respond if the person you were interviewing were
struggling to communicate and in tears? What steps would you take to
calm the situation in order to continue the interview?



Assignment:

TASK FOUR

How would you offer sympathy to the bereaved in
person whilst keeping professional?



You are communicating with the daughter of her deceased father.
They have a large family.
You are communicating with a couple who have lost their baby at
birth.
You are communicating with a mother who lost her son to suicide. 

Assignment:

TASK FIVE

In this part of the module, we will give you 3 scenarios. You need to
structure an email to the bereaved in order to get your initial
consultation in place.

1.

2.

3.



NOTES


