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Standard Terms - Funeral Services 

 These are the terms on which The Independent Family Funeral 

Directors Ltd will provide funeral services to you including any 

goods that are provided, and services that are procured on your 

behalf, as part of the funeral arrangements (Funeral Services). We 

are here to help arrange the Funeral Services you want for the 

person who has died.

Please ensure that you have read these terms carefully, as they will 

form the legal basis upon which we provide the Funeral Services. 

These terms are in writing so it is clear what has been agreed. It is 

important that you understand the terms on which we will arrange 

and provide the Funeral Services and if you do not understand any 

part of these terms, please speak with our representative(s) who will 

be happy to explain it. 

These terms tell you who we are, how we will provide the Funeral 

Services, and other important information, for example, how you or 

we may change or cancel the Agreement.

1.  Definitions

  When the following words are used in this Agreement, this is 

what they mean:

  “Agreement” means the written agreement between us and 

you, comprised of these standard terms, the Application 

Form, the estimate signed by you, and if applicable, the 

passport form signed by you when the deceased is collected;

  “Application Form” means the application form confirming 

the Funeral Package and details of the Funeral Services 

chosen by you;

  “Cancellation Period” has the meaning set out in section 12;

  “DWP Funeral Support Payment” means a registered 

payment offered by the Department of Work and Pensions 

intended to help pay for a funeral;

  “Funeral Packages” means the range of packages we offer of 

core Funeral Services which can be personalised by you for a 

set price, as further detailed in our brochures;  

  “Normal Working Hours” means Monday to Friday between 

9am and 5pm, excluding public holidays in Scotland;

  “Professional Charges” means our fees for the professional 

services we provide which are included in the set price 

charged for your selected Funeral Package;

  “Upgrades” means any upgrades you request for the Funeral 

Services which are not included in the Funeral Package;

  “we” or “us” or “our” means The Independent Family Funeral 

Directors Ltd (company number SC391536) with its registered 

office at 147 St. Georges Road, Glasgow, G3 6LB trading 

as and referred to in these terms as Fosters Family Funeral 

Directors; and

  “you/your” means the person who enters into and signs the 

Application Form.

2.  Eligibility

2.1 When arranging Funeral Services, it is important that you are 

authorised to give us the instructions we need to arrange 

the Funeral Services on your behalf and that you can make 

decisions regarding the arrangements. As the person making 

and confirming the arrangements, you are also the person 

responsible for making payments to us.

2.2 When you sign the Application Form, you and we will be 

legally bound by these terms and by signing this Application 

Form, you confirm that you:

2.2.1 are over 18 years old;

2.2.2 are authorised to make the funeral arrangements for the 

person who has died and are not aware of any person who 

may disagree that you have the authority to make the funeral 

arrangements; and

2.2.3 will make the payments to us as set out in this Agreement.

3.  Our Terms

3.1  Our Funeral Packages

  We offer a range of Funeral Packages with full and detailed 

information of what is included in your selected package, 

and the price of that, set out in our brochures. The price of 

each Funeral Package includes our Professional Charges for 

the services we provide to you and to the person who has 

died as set out in sections 3.2 and 3.3, unless expressly stated 

otherwise below.

3.2  Our Service to you

3.2.1 Our staff, premises, facilities, services and advice will be 

available during Normal Working Hours. We also operate 

a 24 hour customer care line for urgent help, support and 
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guidance before, during and after the Funeral Service has 

been completed.  Please see section 10 for our contact 

details.

3.2.2 We will advise and guide you on all aspects of the Funeral 

Services and liaise with relevant third parties on your behalf.

3.2.3 We can arrange, at additional cost (which would be charged 

as an Extra), a range of additional services including but not 

limited to floral tributes, newspaper notices, printed service 

stationery and catering. You can ask us for details of these. 

3.2.4 We will prepare, collect and distribute the documentation 

necessary to allow the funeral to legally proceed at your 

chosen setting.

3.2.5 Only where the selected Funeral Package is a “Direct 

Cremation” or “Farewell Cremation”, the Funeral Package 

includes fees for an unattended cremation.  For all other 

Funeral Services, these fees will be an additional cost.

3.2.6 We will supply a coffin of your choosing, subject to section 

3.4.2. Our brochures detail what type of coffin is included 

with each Funeral Package. Other coffins are available for an 

additional cost, set out in section 3.4.2. 

3.2.7 Except where the selected Funeral Package is a “Direct 

Cremation”, we will offer the use of our viewing rooms during 

Normal Working Hours or at an appointment time mutually 

agreed, subject to your selected Funeral Package, at the 

nearest suitable location.

3.2.8 Except where the selected Funeral Package is a “Direct 

Cremation” or “Farewell Cremation”, the Funeral Package 

includes a hearse or other suitable vehicle (the style, make 

and/or model of which will be chosen by us) to convey the 

person who has died and a funeral cortege as detailed in 

the relevant package. If included in your selected Funeral 

Package, we will discuss any specific requirements for the 

funeral cortege route.

3.3  Our Service to the Person Who Has Died

3.3.1 Our staff will bring the person who has died into our funeral 

home from anywhere in Scotland or outwith Scotland 

(subject to the additional costs set out in section 6) using only 

specialist vehicles and equipment.

3.3.2 The person who has died will be treated throughout the time 

that they are in our funeral home with respect and dignity and 

will rest within specific areas in our funeral homes.

3.3.3 We will wash and prepare the person who has died and dress 

them in their own clothes if provided or you may choose for 

us to provide a funeral robe designed for this purpose. 

3.3.4 We will follow any reasonable instructions given regarding 

presentation including your wishes on hairstyles and make-

up where appropriate.  Please see section 8 in relation to our 

policy on valuables. 

3.3.5 We will conduct the funeral on the day of the service except 

where the selected Funeral Package is a “Direct Cremation” 

or a “Farewell Cremation”.

3.4  Upgrades

  If there is any other service required for the funeral that is not 

included with your selected Funeral Package, we can add 

these for an additional cost (as set out on our supplementary 

price list). These upgrades, and the costs of them, will be 

agreed on the Application Form (unless stated otherwise 

below) and may include:

 3.4.1 Embalming Services. We take reasonable care to delay the 

natural processes that occur after death. However, we offer 

embalming on request. You will be advised on this process 

and the associated costs of embalming and we will require 

your consent. 

3.4.2  Coffin. We offer a range of coffins made from various 

materials and styles to cater for most needs. If you choose a 

different coffin to the one included in your selected Funeral 

Package, we will adjust the cost payable by you based on 

the difference between the price of two coffins. There may 

also be an additional cost for non-standard coffin sizes. If 

an additional cost is payable, the amount will be agreed on 

the Application Form.  Please note that slight variations may 

sometimes occur in the grain, staining or colouring of the 

coffin presented by us in our coffin display/catalogue/on our 

website and the actual coffin that is supplied. 

3.4.3 Hand Return of the Ashes. If requested, ashes will be 

available for collection at a Fosters Funeral Parlour of your 

choosing during Normal Working Hours. Alternatively, we can 

arrange for a courier to hand deliver ashes to any location in 

Scotland for an additional fee. The fee payable for this service 

will be supplied on request.
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3.5  Our Service to the Person Who Has Died

  If the person who has died had a valid pre-paid funeral plan 

with us:

3.5.1 you must inform us of this prior to making the funeral 

arrangements;

3.5.2  the services included as pre-paid under the plan will be 

detailed in the plan summary;

3.5.3  if you require any services not included in the funeral plan 

summary then additional charges will apply;

3.5.4  if you wish to make changes to the services in the plan 

summary then additional charges may apply; 

3.5.5  the pre-paid funeral plan terms and conditions will apply.

4.  Cost of the Funeral Services

4.1  The arrangements for the Funeral Services are set out on 

Application Form and we shall use this to prepare an estimate 

and breakdown of the costs of the requested Funeral Services 

which shall comprise: 

4.1.1  the cost of your selected Funeral Package; and 

4.1.2  the cost of any Upgrades (as agreed with you on the 

Application Form); and 

4.1.3  the cost of any Extras (as agreed with you on the Application 

Form).  

4.2    The cost estimate is subject to change due to any estimates, 

revisions and/or reduction that is made to the cost due to any 

changes to the final arrangements for the Funeral Services (as 

set out in section 6). The final cost of the Funeral Services will 

be clearly detailed in our final invoice to you.

4.3  VAT is not payable on our Professional Charges. VAT may be 

payable for certain elements of the Funeral Services, such as 

those provided by external suppliers. Where VAT is payable, it 

will be included as part of the price that is advised to you for 

those elements that we arrange on your behalf from external 

suppliers. 

5.  Extras

5.1  We use external suppliers, and are required to pay them, to 

provide certain elements of the Funeral Services. We can 

make all the arrangements with the external suppliers for 

you. The cost of those Extras may sometimes include a small 

referral fee which is retained by us.

5.2  Our external suppliers sometimes require us to settle any 

payments to them before the funeral takes place. Therefore, 

we may require you to pay the cost of those Extras before the 

funeral. If this is the case, we will invoice you for them and 

the invoice must be paid within 7 days of the invoice date. 

6.  Amendments to the Cost of the Funeral Services

6.1 Where you have not finally decided on a particular service 

(for example, the flowers or the length of an obituary) then 

we have given you an estimated price for that service based 

on the price that we have shown or told you for the different 

arrangements available, and what you told us about the type 

of arrangements that you would like.

6.2  We will contact you before the funeral to tell you about any 

changes in the cost of the Funeral Services and/or to take your 

instructions on any outstanding items for the Funeral Service. 

Additionally, if you wish to amend your chosen arrangements 

for the Funeral Services, please tell us at once. Changes to the 

Funeral Services may impact on the cost you will pay for the 

Funeral Services, their timing or anything else which would 

be necessary as a result of the change. We will inform you of 

any cost revisions and ask you to confirm whether you wish 

to go ahead with the change before revising any estimates. 

We will confirm your final decision, and any changes to the 

Funeral Services and original estimate, in writing. Any revised 

or additional costs will be clearly detailed in our final invoice to 

you.

6.3  For any arrangements made by us on your behalf with external 

suppliers, we may charge reasonable additional amounts, or 

revise our costs, for certain items or services, such as:

6.3.1  if you change your chosen arrangements, for example if 

you decide that you would like a more expensive flower 

arrangement, we may charge a higher price as confirmed to 

us by our external suppliers;

6.3.2  if you request that the funeral take place over a weekend, 

during a public holiday in Scotland or at an unusual hour, we 

may need to charge you extra for providing this service;

6.3.3  if a doctor’s fees or officiant’s fees are more than the 
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estimated amount, then you will be responsible for paying 

any additional amounts; 

6.3.4  if the person who has died is within Scotland and we need 

to make arrangements to transport the person into our care 

via a route incurring an additional charge, for example, by air, 

ferry, toll road, we will charge you the costs charged to us by 

external suppliers or if the route results in additional mileage 

being incurred then a one way charge of £1 per mile may be 

applied;

6.3.5  if the person who has died is outwith Scotland and we need 

to make arrangements to transport the person into our care 

then we may charge you reasonable additional costs for our 

time and services and any additional charges incurred, for 

example transportation, by air, ferry, toll road, we will charge 

you the costs charged to us by external suppliers or if the 

route results in additional mileage being incurred then a one 

way charge of £1 per mile may be applied;

6.3.6  if we need to make arrangements to transport the person 

who has died to an area outwith Scotland then we may 

charge you reasonable additional costs for our time and 

services and any additional charges incurred, for example 

transportation, by air, ferry, toll road, we will charge you 

the costs charged to us by external suppliers or if the route 

results in additional mileage being incurred then a one way 

charge of £1 per mile may be applied.

6.4 Notwithstanding the foregoing, we may also charge 

reasonable extra amounts:

6.4.1 for removing mechanisms such as pacemakers (which we 

are required to do, before a cremation). We would agree the 

additional fees for this in writing before proceeding; or

6.4.2 to reflect the effect of any change in regulations, tax, laws 

or generally accepted practice, that affect the cost of the 

Funeral Services.

6.5 Reductions will occur where you notify us, in writing, that you 

no longer require Funeral Services that you initially indicated 

provided that cost has not been incurred by us. If we have 

already incurred the cost, we will advise you of this and pass 

this cost on to you.

7.  Payment

7.1  You, as the person who has signed the Application Form, are 

the person legally responsible for paying our invoices and 

accept liability for the account. We accept cash, cheque, 

debit card or credit card.

7.2  When you make the arrangements we will provide on the 

Application Form a written itemised quote for the Funeral 

Services requested. A minimum payment is required in 

advance (usually to cover any third party fees).

7.3  We will send you a final account and invoice confirming the 

total cost of the Funeral Services typically 24 hours after the 

funeral service date. The final invoice will be itemised so that 

you can see clearly what was arranged for you and associated 

costs. Any payments you have already made to us in advance 

of the funeral will be subtracted from the final invoice and the 

final balance will be shown clearly. The balance must be paid 

within 14 days of the invoice date. 

7.4  If you send our invoice to a solicitor or someone else for 

payment by them, please let us know in advance. Please 

remember you are still responsible for payment, even if you 

forward the invoice to someone else to pay.

7.5  If you have made or intend to make an application for a DWP 

Funeral Payment or any other financial assistance or grant 

to help you pay for the funeral, it may only cover part of the 

final amount you owe us. In some cases, an application for 

a DWP Funeral Payment or any other financial assistance or 

grant may not be successful or only be partly successful. In all 

these circumstances, you will still be responsible for payment 

to us of any outstanding balance.

7.6  If you (or the person you are expecting to pay) do not make 

the full payment due to us by the due date for payment, 

we may charge interest to you on the overdue amount at 

the rate of 2% per annum over the Barclays Bank plc base 

rate from time to time plus reimbursement costs of any 

expenses incurred by us, unless we have agreed alternative 

arrangements with you. This level of interest will be charged 

from the date on which payment was due until the date on 

which it is repaid in full and you must pay us the interest 

together with any overdue amount.



TERMS & CONDITIONS5

7.7  If the invoice remains outstanding after 60 days of the 

invoice date, we may ask a third party to collect or receive 

outstanding payments on our behalf. If you promptly inform 

us that you dispute an invoice in good faith after you receive 

it, we will not charge you interest or transfer your debt to a 

third party until we have investigated the dispute. Once the 

dispute is resolved we will charge you interest on correctly 

invoiced sums from the original due date.

7.8  We may carry out credit checks on you, whether before 

or after entering into the Agreement. Depending on the 

outcome, we may insist upon full payment in advance. We 

will carry out such credit checks in accordance with our 

Privacy Policy. 

8.  Valuables

8.1  To avoid the risk of loss or damage to jewellery or valuables 

of the person who has died, we would advise that such items 

are not displayed for viewing and that you remove them and 

keep them safely in your possession. If you decide to leave 

any jewellery or valuables, or display these items for viewing, 

you will be doing so at your own risk.

8.2  We will not have any responsibility for safekeeping of 

jewellery or valuables.

9.  Our Responsibility for Loss or Damage Suffered by You 

9.1  Subject to sections 9.2 and 9.3, if we fail to comply with 

this Agreement, we are responsible for (and only for) loss or 

damage you suffer that is a foreseeable result of our breach 

of the Agreement. Loss or damage is foreseeable if either it is 

obvious that it will happen or if, at the time the contract was 

made, both we and you knew it might happen, for example, if 

you discussed it with us during the sales process.

9.2  We do not exclude or limit in any way our liability for:

9.2.1 death or personal injury caused by our negligence or the 

negligence of our employees, agents or external suppliers;

9.2.2 fraud or fraudulent misrepresentation;

9.2.3 breach of your legal rights; and

9.2.4 any other liability that cannot be limited or excluded by law.

9.3 Your legal rights are not affected by this Agreement, including 

by any term which excludes or limits our liability to you in 

the event that any Funeral Service we provide is defective 

or fails to correspond with the description of the Funeral 

Services we have provided or we have failed to supply the 

Funeral Services with reasonable skill and care. Advice about 

your legal rights is available from your local Citizens’ Advice 

Bureau or Trading Standards Office.

10.  How to contact us or make a complaint

10.1  If you wish to contact us for any reason, for example, if you 

wish to discuss or alter the Funeral Services or you wish to 

feedback any comments about the Funeral Services received, 

you can contact the representative(s) who you have been 

dealing with. Contact details will be provided; however you 

can contact customer services by email or phone:

  By email customerservice@fostersfuneraldirectors.com 

 or 

  By telephone 0800 121 8090

10.2  We aim to provide a professional standard of service at all 

times. If we do not meet your expectations, we want to hear 

from you to discuss how we can resolve the matter. You can 

make a complaint by post, email or phone:

 In writing: Customer Service Department, Fosters Family 

Funeral Directors, 240 Glasgow Road, Rutherglen, Glasgow 

G73 1UZ for the attention of: David McGuire or  

By email: complaints@fostersfuneraldirectors.com 

or 

 By telephone: 0800 121 8090

10.3  If we are unable to reach a resolution or you remain 

dissatisfied, you can refer your complaint by post or email 

to the National Association of Funeral Directors who offer 

free and independent conciliation and adjudication services 

without you having to go to court but you must do so within 

twelve months of the date of the funeral to: NAFD Resolve, 

618 Warwick Road, Solihull, West Midlands B91 1AA or 

resolve@nafd.org.uk.

11.  How we may use your information

11.1  We will only use your personal information (including 

information we gather as part of the credit checks we perform) 

as set out in our Privacy Policy. Our Privacy Policy can be found 
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on our website with copies available in our branches.

12.  When you can change your mind

12.1  If you have agreed to the Funeral Services over the telephone, 

by exchange of emails or away from our premises you have 

a legal right to change your mind at any time within 14 days 

after the date of entering into the Agreement (Cancellation 

Period). If you wish to cancel during the Cancellation Period, 

please:

  send us a cancellation notice by email to customerservice@

fostersfuneraldirectors.com or 

  contact us at the branch in which you completed your 

Application Form or 

  write to us at Customer Services Team, 240 Glasgow Road, 

Rutherglen, Glasgow G73 1UZ. 

12.2  However, you do not have a right to change your mind in 

respect of: 

12.2.1  Funeral Services that you have asked us to provide before 

the end of the Cancellation Period, in which case, you may 

still cancel but you must pay us for the costs of the Funeral 

Services we have carried out, and any amounts which were 

paid by us to third parties, up until the cancellation date;

12.2.2  Funeral Services, once these have been completed, even if 

the Cancellation Period is still running, in which you will be 

liable for the full amount.

12.3  If you cancel, we will refund any advance payment, within 30 

days of the date the funeral was to be performed, less any 

amounts for the costs of any Funeral Services we have carried 

out, and any amounts which were paid by us to third parties, 

up until the cancellation date.

13.  When we can cancel

13.1   We may cancel this Agreement at any time by giving you 

written notice if you materially breach this Agreement, in 

which case you will be charged for the costs of the Funeral 

Services we have carried out, and any amounts which 

were paid by us to third parties, up until this Agreement is 

terminated. 

13.2   If we are not able to perform the Funeral Services (in whole 

or part) due to reasons outside of our reasonable control, 

we may cancel or suspend the Agreement or that part of 

it that we are not able to perform (provided we have taken 

reasonable steps to prevent or minimise the impact of the 

circumstances). Viruses and pandemics, such as COVID-19, 

are all matters outside of our reasonable control and this may 

affect the Funeral Services we can provide.

14. Other important terms

14.1  Subject to sections 6.2 to 6.4, any changes to this Agreement 

shall be in writing and signed by both you and us.

14.2  We may transfer our rights and obligations under this 

Agreement to another organisation.

14.3  This Agreement is between you and us. No other person 

shall have any rights to enforce any of its terms, except 

as explained in section 7.7 in respect of appointing 

third parties to collect outstanding payments on our 

behalf.14.4  We will never sell the Information to third parties 

for marketing purposes, although if you provide permission 

we may transfer Information to subsidiaries and carefully 

selected organisations to keep you informed about  

their products.

14.4  Each of the sections of this Agreement operates separately. If 

any court or relevant authority decides that any of them are 

unlawful, the remaining sections will remain in full force and 

effect.

14.5  If we do not insist immediately that you do anything you are 

required to do under this Agreement, or if we delay in taking 

steps against you in respect of your breaking this Agreement, 

that will not mean that you do not have to do those things 

or prevent us taking steps against you at a later date. For 

example, if you miss a payment and we do not chase you 

but we continue to provide the Funeral Services, we can still 

require you to make the payment at a later date.

14.6 This Agreement is governed by Scots law and you can bring 

legal proceedings in respect of the Funeral Services in the 

Scottish courts. If you live in England you can bring legal 

proceedings in respect of the Funeral Services in either the 

Scottish or the English courts. If you live in Northern Ireland, 

you can bring legal proceedings in respect of the Funeral 

Services in either the Scottish or the Northern Ireland courts.
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Contact Us: 0800 121 8090     
enquiries@fostersfuneraldirectors.com  |  www.fostersfuneraldirectors.com

We pride ourselves on providing you with the highest quality of service at 
the lowest possible price. 

It is our privilege to serve local families, providing you with peace of mind 
knowing that everything is taken care of. 

We charge less so you can do more.

Here to Guide You and Your Family 
Every Step of the Way.


