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Fulfilling A Dream
Dear Academy Members,
As I pen my final message as president of the Academy of Professional Funeral Service Practice, I must reflect back
on my time since joining the finest organization in funeral service. In fact, I must reflect even a little farther back
to my time on the board of the Florida Funeral Directors Association (now FCCFA) because it was John S. “Jay”
Rhodes, a past president of the Academy serving as one of our Ambassadors, who handed me an application and
invited me to join. Since that day, it has been an amazing journey for me in my quest for lifelong learning. I would
encourage all of our Ambassadors to ask fellow licensees to join and if needed ask them frequently. If you are not
yet actively involved in the Academy, consider becoming an Ambassador as it is vital role within our organization.
During my 21 years in the Academy and my six years on the Board of Trustees, I have met many wonderful
funeral service professionals and their families. Some of these include such funeral service greats as Danny
Hutcheson, Mark Musgrove, John C. Carmon, Diana Duksa Kurz, Kathleen Berry, and Arvin Starrett just to name
a few. When I was elected president of the Academy a longtime dream was fulfilled and it was made even more
special by my fellow board members who have worked diligently to advance the cause of our organization and
to ensure the Academy will remain viable for years to come. Therefore, I would like to personally and publicly
thank these amazing and talented individuals – Bill Joyner, Valerie Wages, John Evans, Lacy Robinson, Don
O’Guinn, and Cheryl Anderson – each of you is an inspiration to me. Of course, this journey would not have
been the same without my fellow caped crusaders, Robin “The Funeral Futurist” Heppell and Bob “The Tie Man”
Parks. The three of us came onto this board together and our friendships bonded immediately and will last a
lifetime. I will truly miss you both during the next two years as I serve out my term as Immediate Past President.
I also want to give a warm welcome the new members of our Board of Trustees. It will be each of your
responsibility to preserve the past upon which the Academy was founded while pioneering the future for its
continued growth and success. I am confident each of you will be forge your individual talents and will work
together as a team to continue doing amazing things for our members and our industry. So, welcome aboard
and let’s get to work!
A special thanks goes out to Patty Hutcheson, our Executive Director. I have had the pleasure of knowing
Patty for nearly 30 years as our friendship began when I was part of her first class at GJC. Patty has brought a
new passion to the Academy which is already stimulating new growth through membership. The Academy is
in great hands with Patty and we are thankful to have her on board.
Finally, my biggest thank you goes out to you the membership. Six years ago you placed your trust in me and
elected me to the Board of Trustees. It has truly been an amazing ride and I am excited about the many new
programs and initiatives we have been able to implement during that time. It has been both an honor and a
privilege to serve the Academy and its members. Thank you for helping me fulfill a dream. I look forward to
seeing the Academy continue to grow and prosper.
Onward!
John T. McQueen, CFSP • President, Academy Board of Trustees
E-mail: john.mcqueen@andersonmcqueen.com

Academy Announces New Board Members
The Academy of Professional Funeral Service Practice, Inc., announces the election of four new members to the
Academy Board of Trustees. The Academy membership elects new members to the Board of Trustees for a term of
six years and will install these new Board members in October to begin their term in 2017.
Ernest Adams, Jr., CFSP, of Greenville, SC, currently serves as a state inspector with the South Carolina Funeral Service
Board. He is a member and Past President of the National Funeral Directors and Morticians Association and current
member of the SC Morticians Association. He serves on the Arts Exam Committee of the ICFSEB, and the Scholarship
Committee of the ABFSE. Ernest is a graduate of the University of North Carolina, American Academy McAllister
Institute and is also a member of Epsilon Nu Delta Mortuary Fraternity, Inc.
Jenni Foster Bryant, CFSP, of Maryville, TN, is a funeral director and embalmer with Smith Funeral & Cremation Service
in Maryville, TN. She is a graduate of Gupton-Jones College of Funeral Service, a member of the Tennessee Funeral
Directors Association and serves on the Professional Development Committee of the National Funeral Directors
Association. Jenni also serves each summer as a group leader for The Children’s Charity Summer Grief Camp.
Zach Carnley, CFSP, Arlington, TX, serves as General Manager and Funeral Director and Embalmer of Emerald Hills
Funeral Home and Memorial Park in Kennedale, TX. He is a graduate of Dallas Institute and Stephen F. Austin State
University. Zach is a Board member of the Texas Funeral Directors Association serving on the Young Professionals/
Emerging Leaders committee and is also a Board member of the North Texas Funeral Directors Association.
Dr. Daniel Simone, CFSP, of Freehold, NJ, currently serves as Director of the Eastwick College of Funeral Service
Program in Hackensack, NJ. He is also owner and manager of All Faiths Cremation Service in West New York, NJ.
Daniel is a graduate of Seton Hall University and is a member of the National Funeral Directors Association, National
Funeral Directors & Morticians Association, New Jersey State Funeral Directors Association and Garden State Funeral
Directors Association.

Women Consumers
If you are like most people, the women in your life are probably the ones who do it all, who live within the normalcy of hectic schedules,
busyness, and extreme multi-tasking. Regardless of their station in life - older or younger, married, divorced, or single, with or without
kids, working full-time or part-time - they have a daily to-do list that must be accomplished. Today’s women do it all! And while women
are doing, doing, doing, they are also thinking, thinking, thinking and they’re buying, buying, buying!! No one explains it more succinctly
than Bridget Brennan, founder and CEO of Female Factor, and author of Why She Buys: “Women are females first and consumers second.”
Below are a few insights from one of my very favorite books!
The Needs of Others are Always a Top Concern
Women are very good at recognizing and taking into consideration the needs of others. When women are the ones making decisions,
they are acutely aware that they are representing not just themselves, but the rest of their group too. Brennan emphasizes: “It’s important
to address absent influencers during the sales process by asking your prospect if there are other people who will be involved in some way.”
Kids are People, Too!
Brennan urges readers to consider the needs of mothers who have children with them. Think about whether your funeral home is easy to
navigate with strollers or carriers and whether there is a good spot with comfortable furniture for kids and mom to relax. Consider having
a stash of children’s books and toys, or maybe an available television with cartoons or kid movies. Ensure your restrooms are kid-friendly
and equipped with facilities to help parents with infants.
Demonstrate Your Understanding
Let your female consumers know you understand them by effectively demonstrating empathy. Brennan writes: “This is a reassuring style
of communication that women use with each other in conversation. The technique is especially powerful when it comes to complex and
expensive purchases.” Empathy is simply taking a moment to see things from another person’s perspective. Demonstrate empathy by
anticipating the needs and concerns families may have. It really works….try it!
Lacy Robinson, CFSP • Member, Academy of Board of Trustees • Email: lrobinson@nfda.org

Undertaking the Challenge of Relevance
I had the privilege last week of directing a funeral with a former pastor who had served one of our local churches some twenty
years ago. He has since moved to a church in Michigan’s Upper Peninsula, where he pastors a small congregation in a northern
resort community. As we rode to the cemetery, I inquired about his current ministry and was shocked by his response. He
looked at me with tears welling up in his eyes and said, “Don, I’ve never been more discouraged in my life.” He went on to say,
“the church is stagnant, we are losing members left and right, tithing is at an all time low, and no one seems to care.”
He shared that there were 150 members on the “church rolls” but attendance on a good Sunday was typically 50. His Sunday
evening service was even worse; he was “lucky to get sixteen congregates to come back Sunday night,” he said, “and don’t even
ask about Wednesday Prayer Meeting – the same eight people every week!” He ended the conversation by saying that he just
couldn’t believe the changes he was seeing in today’s society and how sad it was that the people “had lost their way.” He also
confided that this was the first funeral he had done in over a year and that he hadn’t had a wedding in nearly three years. He
said, “People today can get ordained online for $49.95 and don’t even need us ministers anymore.” The truth of the matter is
that the people hadn’t lost their way – he had lost the people because of his failed leadership and ineffective ministry.
As we entered the cemetery, his last words to me were, “I just no longer feel relevant!” I hate to say it but I wanted to shout,
“Amen!” What he didn’t realize is that he wasn’t relevant twenty years ago and he hadn’t been relevant since he left! He was a
pastor who refused to accommodate any type of personalized funeral or special requests. He had one eulogy and he used it at
every service. If music were to be played it was to come from his church hymnal, not the “canned music” you hear on those new
fangled cassettes (this should give you an indication of how dated he is!) and CDs. And to think that someone might share a
funny story at a funeral and the attendees might laugh – that was a sacrilege!
What he refused to accept was the fact that his methods of ministry had failed and his church was living proof of that. In spite of
the fact that his attendance was 1/3 of what it should have been, that Sunday evening and Wednesday services were supported
by nearly none, and that giving was at an all time low because the church wasn’t meeting the needs of its membership – he
refused to change his approach. Sadly, when you lose relevance you lose your following and to be irrelevant is to be unneeded.
That is a price that none of us can afford to pay.
Unfortunately, the same can be said of many in funeral service today. Change isn’t coming to funeral service, it is here and it’s moving at a
rampant pace. How we accommodate those changes and prepare ourselves will be the key to our success. Education, quality service, and
a commitment to excellence must be at the very foundation of all that we do if we hope to remain relevant in an ever-changing world.
Education in funeral service has to be viewed as more than a luxury. It is a responsibility that we owe ourselves and those we serve.
Lastly, we can never compromise the integrity and sanctity of our calling by sacrificing quality service. It was Benjamin Franklin who said,
“The bitterness of poor quality remains long after the sweetness of low price is forgotten.” We cannot let low-end, discount providers
dictate our methods of operation. One irrefutable law of business is that you cannot be the best and be the cheapest. May we always
choose to be the best and commit ourselves to the lifelong, relentless pursuit of excellence. When we empower ourselves with the
weapon of knowledge and shield ourselves with a unity of purpose – we will always meet the challenge of undertaking relevance.
Donald B. O’Guinn, Jr., Ph.D., CFSP • APFSP Board of Trustees • President • O’Guinn Family Funeral Homes

Marketing YOURSELF and Your CFSP
Do you get the most out of your membership in the Academy and that you are a Certified Funeral Service Practitioner? Here are a
few areas to check to see if you are maximizing your hard work and dedication to lifelong learning by being a CFSP:
• Funeral Home Website - Is your Academy membership listed in your staff profile? Is CFSP listed next to your name? (Someone
needs to check FH website frequently; some sites may need updating). Is your Funeral Home web address listed with your
name on the Academy’s website under Current CFSP members? If not, notify the Academy of the funeral home web address.
• Press Releases - What do you do with the yearly CFSP press release? Send out the Academy press release to your local paper
each year. Maybe place this press release on the funeral home bulletin board for associates to see.
• Facebook - Have you been to our page CFSP Designation from the Academy? Look for news items and new CFSP names.
• LinkedIn - Ask to join our LinkedIn Network
• APFSP Gold Lapel Pin - Do you wear your lapel pin? It looks great on dark suits!
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The Academy - 40 Years Strong
On July 1, 1976, the Academy of Professional Funeral Service
Practice accepted its first registered member, Edward J. Fitzgerald
of New Mexico, who holds the Academy number 76-1. The Task
force on Professional Certification, appointed in 1975 by the
NFDA Board of Governors, understood that in organizing this
new “Academy” that the requirements had to mean something to the individual participant,
the licensing agencies, and the general public. An important concept which was followed
was that the program should be accessible to any licensee and should be attainable, goals
that are still a part of the Academy’s mission today. We still have 30 active members who
registered in 1976 to work toward what was recognized then as the highest voluntary
professional designation in funeral service and is still recognized as that today. Thank you to
the pioneers who saw the importance of lifelong learning and to the members today who
continue to strive to be the best in their profession and proudly wear the CFSP designation.

www.apfsp.org

New Ideas - “Shark Tank” Strategies
Have you ever come across a product that just blows you away and feel confident it would appeal to
families? Have an idea for personalization that will set your funeral home apart from the competition? Do
you feel there is a missed opportunity in providing a unique service to the community?
Sitting on these ideas and wondering when the perfect time to bring it up to a manager can be nerve
wracking. It really is all about presentation and timing in order to get the full attention and buy in of the
funeral home owner or manager. One of the best shows on television to learn from when it comes to
pitching ideas is Shark Tank on ABC. On Shark Tank you will see the good, the bad and the embarrassing.
Here are six tips - inspired by Shark Tank - to help you pitch your ideas to management:
1. Establish the problem or missed opportunity the employer needs to be aware of. Perhaps they have
mentioned it in the past without any elaboration. Refer back to what they have mentioned as a way
to show you listened and care about the issue.
2. Explain how addressing these issues head on with a real plan or a specific solution will help to gain
market share and increase the families’ long term satisfaction.
3. Identify the solution, new idea or recommendation in detail.
4. Share the experiences of funeral homes who have successfully implemented your proposed solution.
Include with those experience results achieved, client family testimonials and projected growth.
5. Give the what’s next? Present a plan for moving forward that includes the investment of time and cost.
6. Provide ample opportunity to examine pros and cons. To prepare for this discussion jot down
anticipated questions and develop your responses. Look at all angles of an issue and demonstrate
you have done your research.
Lacy Robinson, CFSP • Member, Academy of Board of Trustees • Email: lrobinson@nfda.org

