Business Leader (Crematoria)

JOB TITLE:

Head of Region
REPORTS TO:

Specialist
JOB GRADE:

Conduct Rules/Good Repute
FCA STATUS:
PURPOSE OF ROLE:

As a Business Leader, you will own the success of your Crematorium to ensure it is a centre of
excellence — a place of care, community, and commercial performance . That means growing
cremation volume, enhancing the customer and funeral director experience, and maximising
memorial revenue — all while leading a high-performing team and being the visible face of your site
in the community.

This is a general management role with real autonomy. This includes shaping your site's commercial

success within the framework of Dignity ’s policies and standard — through entrepreneurial flair,
operational discipline, and compassionate leadership.

PERFORMANCE MEASURES:



e Achievement of Crematorium key performance indicators

e Achievement of Crematorium service level agreements

e  Meeting commercial and budget targets for the Crematorium

e Creating a positive working environment that enables the company to become an Employer
of Choice

e Increase the local market share of cremations/burials together with profitability

e Increase memorial sales and local community engagement

KEY FCA RESPONSIBILITIES:

e Ensuring compliance with operational standards and procedures within the Funeral and
Crematoria divisions.

KEY RESPONSIBILITIES:

e Commercial Growth & P&L Accountability

Grow full-fee cremation volume year-on-year through exceptional site standards and B2B
funeral director engagement.

Increase direct cremation business through pricing strategy, ease of use, and relationship
management.

Drive memorial sales performance, with full accountability for revenue, penetration rate, and
average order value.

Lead local community marketing and social media presence, working with central teams and
using your initiative.

Manage site-level P&L, controlling costs and improving margin. Full ownership of site
EBITDA performance.

e B2B Relationship Management
Build and nurture deep, long term relationships with your local funeral directors

Deliver on service promises and support arrangers, ensuring Dignity is their first-choice
cremation partner.

e Customer & Site Excellence

Set and uphold high expectations for client service, site presentation, uniforms, and
standards.

Deliver a consistent, compassionate experience to every family and customer.

Run a well-presented, peaceful, and dignified site — from gardens to chapels, grounds to
reception.



e Team Leadership & Culture 20 Fermones Grove

Lead a multi-skilled, cross-functional team including chapel staff, cremator technicians,
administrators, groundskeepers, and memorial consultants.

Deliver weekly team meetings, monthly one to ones, and coach for performance and culture.
Foster a culture of accountability, collaboration, innovation, and customer-first thinking.
e Memorial & Grounds Commercialisation

Conduct weekly reviews with your memorial consultant to track revenue, pipeline, and
conversion.

Ensure you and at least 2 others on site are trained to sell memorials.

Maintain gardens as a commercial shop window, with capacity planning and quality
standards in place.

e Innovation & Community Presence

Take ownership for monthly community engagement activities aligned to Dignity ‘s annual
calendar.

Use local social media accounts to build your brand, share success, and deepen community
ties.

Understand and analyse your competitors — their prices, services, marketing and service

levels.
SCOPE OF ROLE
Reports to: Head of Region
Direct reports: Cremator Technicians, Chapel Attendants, Administrators, Groundspeople,
i Merr_10rial Consultants, Crematoria Assistants
Indirect reports: NA

WOULD SUIT SOMEONE WHO:

e Isaninspirational leader who has an ability to engage, develop and lead individuals to deliver
results

o Isself aware, trustworthy and conscientious

e Has strong commercial acumen and risk management approach

e Has experience in shaping service to enable short, medium, and long terms business plans to be
delivered

e Can influence, build and maintain long term relationships

¢ Isadaptable and able to work flexible hours, including weekends.



e Demonstrates a commitment to maintaining high standards of care and service. A Freenena Grous
KNOWLEDGE, SKILL, AND EXPERIENCE REQUIRED:

e Proven general management experience (e.g. hospitality, retail, leisure, care, or bereavement).

e Strong commercial acumen and experience managing a P&L.

e Background in sales or business development advantageous — particularly memorials or B2B
relationship selling.

e High-performing leader with experience building and developing teams.

o Excellent interpersonal and communication skills; compassionate, resilient, and customer led.

e Strong IT literacy and data fluency — able to use dashboards and tools to drive performance.



