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• Emails from Funeral Directors

• Stakeholder engagement event

• Problem across all Trusts in NI

• Trust wide complaints

Context



Trust Wide Formal Complaints

A patient had died on Christmas 

Eve. This led to an extended delay 
in completing and forwarding the 

death certificate. The complainant 

was also upset at the tone and 

attitude of the staff member they 

spoke to when they called the ward - 
on several occasions - seeking the 

certificate. 

The complaint was 

focussed on the 

delayed issuing of 

a death certificate. 

The family had queried 

why a change had been 

made to the Death 

Certificate of a patient. 

A funeral director was 

concerned that a 

death certificate had 

not been forwarded. 

…..delay in issuing a death 

certificate and a bereaved family 

having to make some effort to 

obtain it. An apology was offered 

for their experience. 

….. the complainant's perception that 

there had been an unreasonable 

delay in issuing a death certificate

….it was the following 

week before the 

certificate was issued 

leading to a delay in 

funeral arrangements.

…….. failure to follow 

normal procedure for 

forwarding death 

certificates to the 

GRO. 



Verification of Life Extinct via Ward Doctor

Transfer of deceased to RVH Mortuary

Medical Certificate of Cause of Death (MCCD) issued 
via Computer System    

MCCD downloaded from Computer System 
and emailed to General Register Office (GRO)

General Register Office (GRO) emails the 
MCCD to the appropriate local council registry 
office

Medical Certificate of Cause of Death (MCCD) / Death Certificate



A complex problem…..



Enhanced communication between 
medical, nursing, and mortuary teams

Add GRO email to Trust address book 

Develop and distribute an information 

booklet on MCCDs and realistic timeframes

Clear roles and responsibilities for 
MCCD completion

Introduce “MCCD Tracking” role for ward 
clerks with SOP and NIECR access

Improved access to and training in 
NIECR

Primary Driver

We need to 

ensure…

Secondary Driver

Which requires…

Change Ideas…

Now implemented

Standardised timelines and escalation 
protocols

Flag patients on Fridays who may need 

MCCD over the weekend

Conduct education sessions for staff 

Engage with NI Funeral Directors and 

distribute guidance letters

Staff Awareness 
and Accountility Proactive identification of patients 

nearing end-of-life

Enhanced communication between 

medical, nursing, and mortuary 

teams

Clear roles and responsibilities for 

MCCD completion

Introduce “MCCD Tracking” role for ward 

clerks with SOP and NIECR access

A confusing GRO e-mail need to be 

more accessible

Standardised timelines and 

escalation protocols

Systematic Identification and 

Handover Processes

To reduce the 
maximum time from 
VOLE to MCCD for 
deceased patients in 
the Mater Hospital to 
less than 24hrs by 
Sept 2025

Timely 

Completion of 

MCCD

Efficient 

Communication 

with GRO

Staff Awareness 

and 

Accountability

Aim

In order to achieve 

this Aim…

Improving the 

experience for 

bereaved 

families

Update and disseminate posters to assist 

doctors completing MCCDs

Bereaved families to understand the 

process and realistic timeframes for 

completion



“MCCD Tracking” role for Ward Clerks

➢ Collaboration with Administrative Manager 

and team

➢ Access and training in Computer System

➢ Standard Operating Procedure 

➢ PDSA cycles of change

➢ Updates to SOP

➢ Added governance – layers of support

➢ Improves communication with medical, 

nursing and mortuary team

➢ E-mail communication with GRO



Measures of the process for QI

Quantitative Data

- Median Time from verification of life extinct to provision of MCCD

- Maximum Time from verification of life extinct to provision of MCCD

Qualitative Data

- Ward Manager experience

- Ward Clerk Bereavement Tracker Progress Survey

- Funeral Directors experience



Initial Data 23/24 “what was the reality of the situation?’’

Median and Maximum Time from Verification of Life extinct to MCCD

169(7days  1hr)
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Qualitative Data

Ward Manager Feedback:

“We’re no longer receiving calls from undertakers or families. Communication has 

improved, and the process is smoother for staff and families alike.”

“There’s increased awareness among staff of the impact delays have on families. The 

ward clerk’s role has added value and improved team communication”.

Ward Clerk MS Forms Survey Results:

➢ 100% agree delays cause unnecessary grief

➢ 100% agree the new role helps families

➢ 100% feel they are making a difference

➢ 100% are satisfied with their new role



Qualitative Data

Chairman of the National Association of Funeral Directors Feedback

‘’The turnaround time has certainly improved’’

‘’The process is smoother and quicker with fewer delays’’

“Belfast Trust is a leading light’’

Chairman of the National Association of Funeral Directors
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• Richard Dixon – Senior Complaints Manager
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