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President
William P. “Bill” Joyner, CFSP
Independent Funeral Consulting
PO Box 17931
Raleigh, NC 27619
Phone: (919) 605-5407
Email: bjoynercfsp@gmail.com
(Term Expires: 2014)

Vice President
Robert E. Parks, CFSP
J. Henry Stuhr, Inc. Funeral Chapels and Crematory
232 Calhoun Street
Charleston, SC 29401
Phone: (843) 723-2524  Fax: (843) 724-1548
Email: bob.parks@jhenrystuhr.com
(Term Expires: 2016)

Secretary/Treasurer
John T. McQueen, CFSP
Anderson-McQueen Family Tribute Centers
2201 Dr. ML King Street North
St. Petersburg, FL 33704
Phone: (727) 822-2059  Fax: (727) 342-6330
Email: john.mcqueen@andersonmcqueen.com
(Term Expires: 2016)

Immediate Past President
Arvin W. Starrett, CFSP
Starrett Funeral Home
425 South Church Street
Paris, TX 75460
Phone: (903) 784-4333  Fax: (903) 784-7200
Email: starrett_funerals@sbcglobal.com
(Term expires: 2014)

Board Members
John W. Evans, CFSP
Evans Funeral Home
314 East Main Street
Norwalk, OH 44857
Phone: (419) 668-1469  Fax: (419) 663-6149
Email: john@norwalkfuneral.com
(Term Expires: 2018)

Robin M. Heppell, CFSP
FuneralFuturist.com (Div. of Heppell Media Corporation)
Box 8723
Victoria, BC, V8W 3S3
Phone: (250) 744-3595  Fax: (250) 483-5455
Email: robin@funeralfuturist.com
(Term Expires: 2016)

Donald B. O’Guinn, CFSP
O’Guinn Family Funeral Homes, Inc.
PO Box 146
Clio, MI 48420
Phone: (810) 686-5070  Fax: (810) 686-2036
Email: dboguinn@aol.com
(Term Expires: 2018)

Lacy Robinson, CFSP
Aurora Casket Company
10944 Marsh Road
Aurora, IN 47001
Phone: (812) 926-5662
Email: lrobinson@auroracasket.com
(Term Expires: 2018)

Valerie J. Wages, CFSP
Tom M. Wages Funeral Service, LLC
3705 Highway 78 West
Snellville, GA 30039
Phone: (770) 979-3200  Fax: (770) 979-3204
Email: valerie@wagesfuneralhome.com
(Term Expires: 2016)

Education Consultant
James M. Dorn, CFSP
Xavier University
Department of Chemistry
3800 Victory Parkway
Cincinnati, OH 45207
Phone: (513) 745-3351  Fax: (513) 745-3695
Email: dornj@xavier.edu

Executive Director
Patty S. Hutcheson, CFSP
PO Box 1160
Buchanan, GA 30113
Toll-Free: (866) 431-CFSP (2377)
Phone: (770) 646-8988
Fax: (770) 646-9490
Email: phutcheson@apfsp.com
Web: apfsp.org

It’s common to begin planning ahead and set-
ting goals for the future. This is a great ritual 
that keeps many of us focused on what we want 
to accomplish in the coming year. In addition to 
this, it’s also important to take time to look back 
at past successes. As we reflect on the Academy’s 
accomplishments last year, we see a record num-
ber of new members and certifications. This 
is an exciting time in the life of the Academy. 
You are an intricate part of a growing number 
of funeral professionals who have chosen (as an 
option) to step out of the line and move to the 
front of their profession. Taking that extra step 
can mean all the difference in your future.  

Where did our growth come from last year? 
There were three areas of concentrated growth:

1. Academy Ambassadors: These are the 
dedicated individuals who encourage oth-
ers to become members of the Academy 
and also assist current members as they 
work toward their CFSP designation.

2. Refer-A-Colleague Challenge: This chal-
lenge was to encourage us individually 
to refer a colleague to join the Academy 
and also assist him or her in obtaining the 
CFSP designation. 

3. Fast-Start: This program is specifically 
designed for those CFSPs who teach con-
tinuing education or speak at a confer-

ence, convention or school. Those funeral 
professionals attending these meetings 
can join the Academy with a small dis-
count in initial membership if done in a 
specified time.

The continued implementation of these three 
things can again give the Academy tremen-
dous growth in the coming year. I again chal-
lenge each of you to refer just one colleague this 
year. Think of one person, give him or her a 
call today, and help that person get started. For 
those of you who teach continuing education or 
speak at conferences or conventions, Patty will 
assist you in your personal Academy applica-
tions designed for the Fast-Start program.

Through the efforts of Patty and Kimberly, the 
Academy has now made its move from Ohio 
to Georgia. It is a great privilege to work with 
both of these talented individuals. On behalf of 
the entire Board of Trustees and the Academy, 
please accept our most sincere thanks and appre-
ciation. Your efforts are greatly acknowledged.  

There will be an election later this year to 
fill one position on our Board of Trustees. I 
encourage you to get involved.  It is with all of 
our efforts that we will continue to learn, grow 
and achieve. 
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Ready to move to the next level and deepen your commitment to your 
career?  Enroll today in one of these five-day, intensive training colleges:

Leadership, 
Administration & 
Management
Dean Gary Freytag, CCFE
The cemetery, cremation and funeral 
service profession is changing, and so are the skills 
needed to manage and lead effectively. You’ll 
receive results-focused training targeted at today’s 
required core competencies. Classes include:

•	 Principals of Effective Leadership, 
Steve Tidwell NEW!

•	 Adjusting to Issues, Trends and 
Changes, David Nixon

•	 Community Outreach: Setting Your 
Company Apart, Debbie Budke NEW!

•	 Learning from the Best of the Best— 
Operational Best Practices, Nancy 
Lohman, CCFE NEW!

•	 Employee Reviews, Evaluations, 
Incentives & Morale-Boosting Programs, 
Christine Toson Hentges, CCE

•	 Dynamics of the Organization,  
Dr. Robert Taylor

J. Asher Neel College of 
Sales & Marketing
Dean Gary O’Sullivan, CCE
Top sales managers share their 
secrets to preneed, at-need and 
after-care success.

Classes include: 
•	 Interactive Social Media Workshop— 

Taking it to the Internet and Claiming 
Your Viral Space, Zach Garbow NEW!

•	 Coaching Your Sales Reps From Good to 
Great: Best Practices, Pat Downey, CCE NEW!

•	 Where to Find and How to Interview Top 
Sales Talent, Mike Hays NEW!

•	 What Great Sales Managers Know 
That Good Sales Managers Don’t, Gary 
O’Sullivan, CCFE

•	 Creating Your Brand: Going Beyond 
Advertising, Tiffany Gallarzo 

•	 Build a Company That Attracts and 
Keeps Top Talent, Andrés Aguilar, 

•	 Creating Community Connections That 
Generate Returns, Ty Lohman

Land Management & 
Grounds Operations
Dean Gino Merendino
Because exceptional service starts 
with well maintained and managed 
facilities. Students receive a DVD package on 
graveside safety, including a user’s guide, 
instructor notes, student handouts, a quiz and 
completion certificates.

Classes include:
•	 Monica Bracho-Hernandez, Enhancing 

an Organization’s Safety Culture NEW!

•	 Creating a Committal Service That 
Everybody Talks About, John Gouch NEW!

•	 Heroes Serving Heroes, Jack Lechner Jr., 
CFSP (deputy superintendent of Arlington 
National Cemetery) NEW!

•	 Those Sales People! What Are They 
Thinking?, Jim Hammond

•	 High Profile Funerals/Visit to Graceland 
and Elvis’ Grave, Marsha Chance NEW!

•	 Exceptional Cemetery Maintenance: 
Experience the Difference, Gino

21st Century Services
***Includes celebrant training***
Dean Mark Krause, CFuE
Go beyond tradition with innovative 
offerings and become a certified 
funeral celebrant trained to provide meaningful 
alternatives to clergy-led services. Classes include:
•	 Celebrant Training, Doug Manning 

and Glenda Stansbury of the In-Sight 
Institute: 16.5 hours of celebrant training, 
learning how to assist families in creating 
services that incorporate stories, songs and 
experiences that define the decedent. 

•	 No Ceremony, No Memorialization: Our 
Failure, Our Fault, Ernie Heffner, CFuE NEW! 

•	 A $27,000 Average Wedding vs. Your 
Final Celebration, Allen Dave Jr.

•	 What Casket Do You Want With Those 
Chicken Wings?, Mark Krause, CFuE

•	 70% of Services Are Performed by 
Eternal Hills Staff, Tim Lancaster

Cremation Services
Dean Jim Starks, CFuE, CCrE
You’ll receive THREE certifications: 
Operator, Arranger and Administrator

Classes cover all topics and stages of the 
cremation process, including liability, customer 
service, marketing and ethics. 
•	 Crematory Operator Curriculum: Richard 

Thomas and Ron Salvatore of Matthews Intl.
•	 Administrator Curriculum: Ron Salvatore; 

Poul Lemasters, Esq.; Jim Starks, CFuE, 
CCrE; David Nixon

•	 Arranger Curriculum: Gary Freytag, CCFE; 
Lacy Robinson NEW!; Julie A. Burn, CCrE, CSE; 
Nectar Ramirez; Doug Gober; Mark Krause, 
CFuE; Jim Starks, CFuE, CCrE

•	 Crematory Tour: A Real-World Look at 
All Aspects of a Cremation Provider, 
Mark Ballard and Winston Hoover IV 

OR ATTEND FOR ONE DAY TO EARN YOUR 
OPERATOR CERTIFICATION FOR JUST $475

Funeral Home 
Management
Dean Todd Van Beck, CFuE
Applying Dr. W. Edward Deming’s  
Total Quality Management principles 
to funeral service. Students will receive the 
Deming Manual, a Quality Assurance Manual 
and several additional instruction manuals.
Most courses are taught by Van Beck.

•	 Creative Mgmt./”Create, Don’t Compete” 
•	 The 15 steps in service mgmt.
•	 Seven deadly sins

•	 “How to” application of mgmt.
•	 Improving staff performance
•	 Quality customer service

•	 Implementation
•	 Creating a master timeline (step-by-

step instructions provided)
•	 Phone shopper training by Julie A. Burn, 

CCrE, CSE
•	 Legal update by Poul Lemasters, Esq.

In addition to learning experts’ best
practices, here is a sampling of some
of the unique topics to be addressed:
•	 The All Important First Viewing; A 

Variety of Ways to Embalm the Infant 
Case; and Mentoring to a Worthy 

Apprentice, all by Ken Whittaker
•	 There’s Always a Better Way!, Jack 

Adams, CFSP
•	 The History of Embalming From the 

American Civil War to the Psychology of 
Embalming Today, Todd Van Beck, CFuE 

iccfa
university

July 18-23, 2014
Fogelman Executive Ctr.
University of Memphis
Memphis, Tennessee

College of Embalming, Restorative Art & Other Care

Educating today’s 
practitioners, 

developing 
tomorrow’s leaders 

Class sizes are limited, 
so register early! 

Tuition prices include 
all classroom training 
materials, meals and 
break refreshments

Earn up to 24.5 CE 
credits (pending state 

approvals)

Students looking 
to earn an ICCFA 

designation may accrue 
80 points per college 

completed

An educational 
experience 

unparalleled in our 
profession

Five days of intensive 
education led by 
subject experts

Dean Dr. Joseph Marsaglia
Dean of Faculty & Students, Pittsburgh Institute of 
Mortuary Science, Pittsburgh, PA

•	 What’s New That Can Get You Sued?, 
Poul Lemasters, Esq. NEW!

•	 Pre-Cremation Prep: Preparing the 
Unembalmed Remains for Viewing, 
Todd Eckert 

•	 Reconstructive Surgery, Soft Tissue 
Injuries, Waxing and Airbrush Cosmetics, 
Vernie Fountain, CFSP

•	 Become a TSA Certified Cargo Screening 
Facility, Jeff Van Calligan

Merendino
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Luc Andre Benoit
Bas Caraquet, New  
Brunswick, Canada

Daniel Bitecola
Long Valley, New Jersey 

Phillip Anthony Bouyer (Phil) 
Detroit, Michigan

James Patrick Brady (Jim) 
Richboro, Pennsylvania

Bobbie Earl Brown 
Eight Mile, Alabama

Harry Maxwell Bryant (Max) 
Bainbridge, Georgia

Joseph A. Corona
Naugatuck, Connecticut

Rodney J. Craig
Weaverville, North Carolina

Marquall J. Dixon (Marq)
LaFayette, Louisianna

Christopher Scott  
Dorrington (Chris)
Campbell River, British  
Colombia, Canada

Terry W. Eckersel
Highland, Utah

Ozella J. Foster-Robinson
St. Louis, Missouri

Thomas Albert Garrett
Ridgeland, Mississippi

Andrew J. House
Dover Plains, New York

Larry R. House
Dover Plains, New York

Joshua J. Hughes
Grenada, Mississippi

Brittany Michelle Jenkins*
Costa Mesa, California

Sara Kathlene Justus
Fort Lee, Virginia

Meghan Justine King (Justine)
Danville, Virginia

Melissa S. Larkin
Herriman, Utah

John J. Martenson
Trenton, Michigan

Emory Leon Martin
Benton, Arizona

Scott B. Miller
Ottowa, Ontario, Canada

Robert L. Morton (Bob)
Bridgeport, Connecticut

Matthew R. Myers
Haddon Township, New Jersey

Cody Wade Nugent
Albertville, Alabama

Patrick Andrew O’Brien
Oakville, Ontario, Canada

Arthur James Pecht (Art)
Edison, New Jersey

Alice Jones Pegram
Indian Land, South Carolina

Daren E. Preszler
Rochester, Minnesota

Todd B. Reder
Traverse City, Michigan

Samuel Bryan Reed (Sammy)
Tupelo, Mississippi

Yamilet Reina
Naples, Florida

Jerry L. Richardson
Riverton, Utah

Forrest Michael Rogers (Michael)
Spartanburg, South Carolina

Daniel Paul Smith
Pisgah Forest, North Carolina

Laurence F. Spiaggi (Larry)
Chesterfield, Virginia

Todd R. Stevens
Farmington, Utah

James M. Stroud (Jimmy)
Athens, Alabama

Bruce Alsey Tart
Goldsboro, North Carolina

William Brent Taylor (Brent)
Chesterfield, South Carolina

Kevin Thomas
Dillon, South Carolina

Andrew Kevin Yaggie
Fergus Falls, Minnesota 

The following individuals have enrolled as members to begin earning their CFSP designations. Membership in the Academy is open to any funeral 
director or embalmer as recognized by his or her state’s, province’s or country’s licensing board. Members whose names are bolded joined as 
Lifetime members.

Students may also join the Academy and work on the requirements of the CFSP while they are completing mortuary school or their internships, 
but student members are not permitted to complete a Career Review as part of their qualifying activities toward certification. (Students have an 
asterisk after their names.)

Thanks to all of you who accepted the challenge to refer at least one colleague for membership in the Academy! We appreciate your support!

Welcome the New APFSP Members!

We will be electing one new Board member 
in the 2014 election. Any certified mem-
ber interested in serving on the Board of 
Trustees of the Academy of Professional 
Funeral Service Practice should submit a let-
ter of intention in one of the following ways: 
•	 U.S.	mail
•	 Fax
•	 Email	to	webmaster@apfsp.com	with	a	

return receipt

Deadline for submission is May 1, 2014.

We will send you a form to complete and 
return with a photograph. This information 
will be used in the preparation of the bal-
lots. If you don’t receive this form by May 
1, please call the Academy office to be sure 
we’ve received your letter of intent to run for 
the Board of Trustees.

In addition, each of the candidates will 
be asked to supply the answers to a ques-
tionnaire for publication to share with  
our members. 

Call for Nominations  
for the Board  

of Trustees
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Lessons Learned Through the Storm

I live in Georgia, the area some call the Deep South. People move 
to Georgia for the warm climate and friendly people. We are not 
prepared for winter storms, even though we have experienced them 
before. So, when meteorologists predicted snow for the middle part 
of Georgia in the late afternoon on that fateful Tuesday, we northern 
Georgians went to work and school. The snow came, along with 
the ice, beginning at noon, and it occurred farther north than pre-
dicted.  In our panic mode, we all left the Atlanta area at the same 
time. Government authorities said that more than a million people 
tried to leave the area at roughly the same time. Gridlock occurred.  
Roads became impassable quickly, and inexperienced snow drivers 
ran into one another.

I don’t mean to burden you with all the details (you probably saw 
this on CNN), but I was one of the ones stuck on the interstate for 
the night. Through this ordeal, I have learned several things that 
may help should this weather happen again. My lessons may apply 
to more than just the “snow class”:

1. Have plenty of fuel. I left the east side of Atlanta with plenty 
of fuel to drive the 70 miles home. However, I did not plan 

on spending eight hours to drive 25 miles, nor did I plan on 
spending 11 hours stranded on Interstate 20 in my car. Have 
you ever received a death call in the night and realized you did 
not have enough fuel in the removal vehicle? Or, worse yet, 
have you ever been lined up for a funeral and realize that you 
don’t have enough fuel to travel to the cemetery? Check that 
gauge. By the way, body fuel is important too. Our schedules 
do not always allow for lunch at noon. So always eat when you 
can, and keep a granola bar handy for emergencies.

2. Have plenty of clothing. I had on two layers of clothes and 
my winter coat. That was not enough in 14-degree temperature 
sitting in my car. I did not have enough gas to keep my car run-
ning during the night. Have you ever gone to the cemetery in 
single-digit temperatures and realized you did not bring your 
overcoat and gloves? Have you ever eaten lunch at work, spilled 
something on your tie, had a 2 p.m. funeral, and no extra tie is 
to be found? Or, for ladies, that new pair of pantyhose just tore, 
and the run goes on and on. Keep extra clothing, just in case. 
And keep blankets in the funeral coach for families who choose 
to have that graveside service in 14-degree temperatures.

by Patty Hutcheson, Executive Director, Academy of Professional Funeral Service Practice

I am an advocate for lifelong learning. As you know, some education is by choice, some is mandated 
by those in authority positions, and some learning comes through experience. State boards require 
certain educational levels to be obtained to receive licensure, and then they require continuing 
education to retain that licensure. Academy members go above and beyond what is required because 
they believe in lifelong learning too. But some of our lifetime learning comes from experience — a 
great teacher — and is not explained in a curriculum outline. I had such an experience during the 
Atlanta winter storm of 2014.
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Ronnie William Buggs
8940 Walnut Hill Road, #302
Cordova, TN 38018 

Dominic Carella
D’Esopo Funeral Home
277 Folly Brook Boulevard
Wethersfield, CT 06109 

Barry Clements
Lynett Funeral Home
3299 Dundas Street West
Toronto, ON M6P 2A5 Canada

Donna S. Collard
501 Leslie Ann Court
Hermitage, TN 37076 

Peter L. Dilwith (Pete)
2566 California Avenue
Wahiawa, HI 96786 

Thomas Flannery
Dodsworth & Brown Funeral Home
2241 New Street
Burlington, ON L7R 1J2 Canada

Thomas Albert Garrett
Holmes Community College
412 West Ridgeland Avenue
Ridgeland, MS 39157 

Roger Thomas Girouard
389 Gaboury Place
Winnipeg, MB R2H 0L5 Canada

Mark P. Gomes
15 Mount Saint Mary’s Way, Apt. 4
Hooksett, NH 03106-4402
 
Brian B. Kastner
153 Robin Ridge Drive
Feeding Hills, MA 01030 

John Edward Kelly
Thomas McAfee Funeral Home, Inc.
6710 White Horse Road
Greenville, SC 29610 

Calvin Dreon Meadows
The Good Shepherd Funeral Home
PO Box 476
Montevallo, AL 35115 

Martin Lyle Mitchell (Marty)
Mitchell Family Funeral Home
1209 Iowa Avenue West
Marshalltown, IA 50158 

Brett Michael Watson
South Calgary Funeral Centre
12700 MacLeod Drive South
Calgary, AB J2J 7E5 Canada

Make it your goal to be in the list 
of new CFSPs in the next issue!

Here’s how:
•	 Check	out	the	continuing	

education programs on  
our website

•	 Complete	your	Career	Review	
if you haven’t already done so

•	 Tell	us	about	any	activities	you	
have completed that do not 
appear on your transcript 

Congratulations to the New CFSPs!
Congratulations to the following APFSP members who achieved the designation of Certified Funeral Service Practitioner since our Winter 2014 issue. 
Please help us congratulate these members for their hard work!

3. Have plenty of patience. Anger rarely gets you anywhere. 
Worrying did not move my car or the tractor-trailers blocking 
the hill at Six Flags Drive. I had nowhere to go. It was a bad 
situation, but I chose not to cry or curse the other drivers. We 
all were in the same mess. Have you ever had that family that 
just wore your nerves to a frazzle? Have you ever wondered 
how someone could grow into adulthood and know nothing 
about death and funerals? It happens, and we must be patient 
with our families as they struggle through their storms of life. 
These situations give us opportunities to teach and help some-
one over that icy hill.

4. Have plenty of friends and loving families. I did not have 
my friends with me in that car, but I knew they were praying 
for me. I felt the peace that comes from knowing that the Lord 
was with me. I finally moved to an exit ramp at 6 a.m. the 

next morning, but I still had a below empty fuel gauge and no 
open convenience store. The interstate was shut down, and the 
back roads were very icy. However, the Army National Guard 
came to my rescue and eventually got me home. And, if you 
did watch CNN, you saw the random acts of kindness from 
strangers for those stuck in neighborhoods and those walking 
to find warmth and food. Southern hospitality is not dead. 
We need our friends’ prayers and help sometimes. We need 
our families who love us and care for us after the storms have 
passed. Funeral service is a very tough profession. It taxes our 
minds, bodies and spirits sometimes. We need those around 
us who understand our “storms.” But we also must realize that 
sometimes those who help may not be the usual friends and 
family, but they quickly become like family.  

I am sure that I learned more than these four things, but I do believe 
that these are the most important. I did not choose this snow class. 
It was mandated by Mother Nature. I guess some would say that I 
should have known better — famous words from those who have 
experienced similar situations before. Some want to place blame on 
government officials, meteorologists and so on. I don’t place blame 
but choose to learn from my experience. We have all had situations 
in the funeral home where we did not have many options, but we 
believe we did the best we could.  We analyze the situations, look at 
what we learned and move forward. That is what learning is all about.  

So where do I go from here? I will have plenty of fuel in my car, 
especially during rough weather. I will keep extra blankets in my car. 
I will work on my patience. And, of course, I will thank my family 
and friends for their support. I will choose to move forward and 
hope that, should this incident occur again, I have learned how to 
handle it. We cannot be prepared for every life storm that comes our 
way, but many lessons learned in other situations help in all situa-
tions. Keep learning. You never know when you might need that 
education learned in the storm. 
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T E C H N O L O G Y  T I P S
by Robin Heppell, CFSP

Do You Guarantee
Your Funeral Services?

Then I ask those he don’t have a guarantee if they have ever had 
to give a refund on some services due to a complaint, and, oddly 
enough, I get the same answer — one or two times. The difference 
is that this group that doesn’t want to promote having a satisfaction 
guarantee still has the obligation of a guarantee, but they’re just not 
getting the marketing benefit from promoting it.

Now don’t worry about having to give all of the money back if 
something goes wrong. It just applies to the services that are in 
question. Here is the wording that I have come up with and shared 
with many clients:

[Firm name], of [city/town], is committed to service beyond expectation 
before, during and after the service. We guarantee that if you are not 100 
percent satisfied with any aspect of our service, we will make every effort 

to correct the situation. If we cannot correct it to your satisfaction, you 
will not be charged for that particular service item.

One situation this can be used in would be if people were hesitant 
about embalming or viewing — maybe because they had a bad expe-
rience in the past with how someone looked. As you know, if a family 
says no to embalming, it has a negative ripple effect on the contract 
total. They probably then won’t want the viewing. Then they prob-
ably won’t want to purchase a casket, and they would then probably 
be less agreeable to having a traditional service, which may turn that 
into a memorial service, or worse, a cremation only.

On the other hand, if the family says yes to embalming, there is a 
better chance for viewing or visitation and potentially a better casket, 
and then there’s no reason not to have the casket present at the service. 

Guarantees are powerful marketing tools. Reversing the risk from potential client families and plac-
ing the responsibility on you and your staff is one great way of building trust. Often though, when 
I share these thoughts with funeral directors, a number of them are hesitant to guarantee their ser-
vices. They feel that families will take advantage of the guarantee. For those who offer guarantees, I 
asked how often have they been called on their guarantee, and I get the same answer — maybe one 
or two times — and they say that those were legitimate complaints from the client family.
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So why not mention your guarantee the next time 
someone is on the fence about embalming or viewing? 
I was at a recent continuing education program where I 
presented my marketing embalming program with this 
suggestion, and the strategy was well received. (Note: Let 
me preface this though by saying that it does not have 
to apply to people who are severely disfigured or burned 
beyond recognition.) 

Another angle of a guarantee that I have shared with my 
clients is having a “No Hidden Fee Guarantee.” This is a 
strategy that can be used when dealing with price shop-
pers, especially over the phone. 

This is how the guarantee is worded: 

Funeral and cremation costs can be very confusing. Often-
times, other funeral and cremation providers will quote 
what seems like a low price, but actually they do not give 
you the complete costs, and there will be hidden add-on 
charges after you have chosen to utilize their services. We 
have made it easier to understand by creating our “No Hid-
den Fee Guarantee” package plans. 

These plans include service fees, merchandise and taxes. We 
guarantee that the price we give you over the phone, or you 
see on this website, will be the price that you will pay.

Cash-advance items and cemetery expenses are not included. 
What some funeral homes fail to disclose are the additional 
fees that may be necessary. These include obituaries, hono-
rariums (clergy, musicians, soloists, altar servers), catering, 
sales tax, etc. We will be more than happy to email you a 
quote so that you will have an estimate that is as accurate 
as possible.

What this guarantee does is elevate the level of trust 
that you have with the caller, and it will give you the 
permission to fully explain your services. The other thing 
that it does is cast doubt in the potential client families’ 
minds when they are contacting your competitors, and 
they might be wondering if this other funeral home has 
hidden fees. 

I really hope that this eases your mind about having 
a satisfaction guarantee. The only reason why I could 
think that someone would not want to offer a guarantee 
is that he or she may not have the utmost faith in his or 
her staff. If we are ever to be considered a profession to 
the public, we at least have to hold ourselves to higher 
standards. I believe one of the first steps is guaranteeing 
that your client families will be satisfied. 

Whether you agree with me or not, I would love to hear 
your thoughts about this topic. Feel free to email me at 
robin@funeralfuturist.com.	Also,	in	case	you	were	won-
dering, I practice what I preach; I offer a guarantee on all 
of my services and my events. 

Robin Heppell, CFSP, combines his expertise in technology and 
preneed, his formal business knowledge and his deep-rooted legacy in 
the funeral profession so that he can help funeral homes and cemeter-
ies be more competitive, more profitable, and provide the best possible 
service for the families they serve. To reserve a domain name, visit  
www.FuneralFuturist.com.

APFSP News
and Notes

Note Our New Address!  
Please be sure to double check before mailing renewal checks or other cor-
respondence to the Academy. Our new address is:
PO Box 1160
Buchanan, GA 30113

Phone: (770) 646-8988
Fax: (770) 646-9490
Toll-Free: (866) 431-CFSP (2377)
Email:	phutcheson@apfsp.com

Look for the Academy at the ICCFA Convention
President Bill Joyner will be representing the Academy at the ICCFA 
Convention again this year. If you’re planning to attend, come say hello at 
booth 875, and bring a colleague along with you to learn more about how 
he or she can earn the CFSP designation.

Renew Quickly Online
For your convenience in paying your renewal, we accept MasterCard, 
VISA, Discover and American Express or transfers directly from your bank 
account using PayPal. Call us at (866) 431-CFSP, or visit apfsp.org and 
log in to pay online.

Has Your Address Changed?
Don’t forget to notify us of any changes in your address, phone number, 
fax number or email address. For your convenience, please call or email 
your	changes	to	our	office	at	phutcheson@apfsp.com.

Have You Seen Someone Using the 
CFSP Designation Who Shouldn’t?
The Academy Board of Trustees considers the unauthorized use of the CFSP 
designation by nonmembers and non-CFSPs a serious matter. The current 
list of CFSPs is published at apfsp.org. If you discover someone has used the 
CFSP designation, but he or she do not appear on the published list, would 
you please let us know so we can address the situation immediately?

In order to continue to use the CFSP designation, a member must either 
be a Lifetime member of the Academy or pay his or her renewal each year 
and meet the continuing education requirements.

Confused About Your Login Credentials  
to the Academy Site? It’s Easy, Really!
We automatically default your login ID to the email address we have on 
file unless you have not provided it to us in the past. Your password is your 
Academy ID number (with dashes). If you have trouble at first, please try 
any previous emails you may have shared with us in case our records reflect 
your home or business email address only. 

The fastest way to request a password reset or credentials request is to use 
the link on our website called “Academy members, need help logging in?” 
right under the login box.  

Once you log in, you have complete control and can change it to an email 
address you prefer by updating your contact information. 
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Where can I get continuing education?

Thanos Institute
Continuing Education for Funeral Directors – 

Approved by the Academy of 
Professional Funeral Service Practice 

 10 continuing education hours per course in Category A.

Also approved for ceu’s in 32 states - Offered Online & In-print

Thanos Institute
PO Box 1928 • Buffalo, NY 14231-1928

1-800-742-8257
www.thanosinstitute.com
mrizzo@thanosinstitute.com

Beautiful, Memorable, Respectful 
and Affordable

Scatterings & Full Body

Available Year-Round, 
Serving Coast to Coast.

“…And when you look at the water, 
you will always see me.”

www.NewEnglandBurialsAtSea.com
(877) 897-7700
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STRENGTH IN NUMBERS
To be successful in any organization, you need the right 
kind of help. Let us help you create a magazine that your 
association can be proud of.

To find out how your association can have its own 
magazine, contact Aran Jackson at 502.423.7272 or  
aran@innovativepublishing.com.

www.innovativepublishing.com


