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President
Arvin W. Starrett, CFSP
Starrett Funeral Home
425 South Church Street
Paris, TX 75460
Phone: (903) 784-4333 • Fax: (903) 784-7200
E-mail Address: starrett_funerals@sbcglobal.com
(Term Expires: 2012)

Vice President
Mark D. Musgrove, CFSP
Musgrove Family Mortuaries
P.O. Box 22210
Eugene, OR 97402
Phone: (541) 342-8281 • Fax: (541) 343-8583
E-mail Address: mark@musgroves.com
(Term Expires: 2012)

Secretary/Treasurer
William P. “Bill” Joyner, CFSP
Renaissance Funeral Home
7615 Six Forks Road
Raleigh, NC 27615 
Phone: (919) 866-1866 • Fax: (919) 866-1606
E-mail address: bjoynercfsp@gmail.com
(Term Expires: 2014)

Immediate Past President
Kathleen M. Berry, CFSP
Wilbert Funeral Services, Inc.
P.O. Box 147
Forest Park, IL 60130-0147
Phone: (216) 521-1705 • Fax: (216) 521-1375
E-mail Address: kathleenberry@msn.com
(Term Expires: 2010)

Board Members
Diana Duksa Kurz, CFSP
Newington Memorial Funeral Home
20 Bonair Avenue
Newington, CT 06111
Phone: (860) 666-0600 • Fax: (860) 666-8377
E-mail Address: diana@newingtonmemorial.com
(Term Expires: 2012)

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
E-mail Address: robin@funeralfuturist.com
(Term Expires: 2016)

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
E-mail Address: robin@funeralfuturist.com
(Term Expires: 2016)

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
E-mail Address: bob.parks@jhenrystuhr.com
(Term Expires: 2016)

Randy A. Williams, CFSP
PO Box 106
Beallsville, OH 43716
(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
E-mail Address: dornj@xavier.edu

Executive Director
Kimberly A. Gehlert
P.O. Box 2275
Westerville, OH 43086-2275
Toll Free: (866) 431-CFSP (2377)
Phone: (614) 899-6200 • Fax: (614) 899-6206
Cell: (614) 271-0091
E-mail Address: kgehlert@apfsp.com
Website for Members and Consumers: apfsp.org

In the last 50 years, probably more books have been 
written on effective leadership than on most any sub-
ject known to man. Training seminars abound wher-
ever we turn; courses in management are advertised 
in a plethora of business journals; and the curricula of 
most any college or university teem with opportuni-
ties for learning about how to best lead in business, 
government or service organizations. The opinions 
of how to define effective leadership are prolific, and 
each of us has his or her own thoughts about how 
to best manage and inspire the particular group of 
people we are called upon to lead. The world being 
filled with advice in such matters, I now proffer my 
own thoughts, acknowledging that no one person 
has all the answers, least of all myself.

Consider, if you will, a parabolic view of the jux-
taposition of the two basic manners in which one 
might lead.

As a Texan, I am well versed in the stories of the 
cattle drives that took place during the pioneer days 
of the Southwestern areas of the United States. We 
each have in our mind’s eye a picture of the stereo-
typical cowboy, as demonstrated in movies, novels 
and stories of the old West. Rugged in both manner 
and appearance, the cowboy boasted pistols on his 
waist, sharp spurs on the heels of his boots, a rifle 
hanging from his saddle, and a lariat and perhaps a 
bullwhip close at hand. Moving cattle from the range 
to market required extreme effort, and the ability to 
withstand blinding snow, soaking rainfall, the icy 
chill of winter or the blinding heat of summer was 
the mark of a true cowboy. Cattle were driven across 
the prairies by these horsemen, the air filled with the 
sounds of shouting, gunfire, the cracking of whips 
and the barking of dogs. The cattle reached their des-
tination ahead of the cowboy — who literally drove 
them along by whatever force necessary.

Conversely, in parts of the world 
where the raising of sheep is a 
primary source of agricultural 
income, we find the shepherd. Historically, we envi-
sion a calm, yet fearless man, his only weapon the 
shepherd’s staff, confidently walking ahead to lead 
his sheep, whether to a quiet stream for water or a 
verdant pasture for food. Always in front of the flock 
to prepare the way, the sheep follow him wherever he 
might lead. A look of quiet peace and the tones of 
gentle persuasion are the tools of his leading. There 
is no cracking of a whip or the restraint of a lariat; 
the sounds of gunfire into the air are never heard. 
The shepherd reaches the final destination first, only 
leaving his position of leadership to occasionally use 
the crook of his staff to rescue one lost from the flock 
from a dangerously steep cliff or to gently pull a 
wayward lamb free of entanglement in the brambles.

Both the cowboy and the shepherd get their respec-
tive jobs done. Both herd and flock are moved to 
market. However, the attributes of their leaders are 
markedly defined opposites of each another.

In our careers, we have all experienced the man-
agement styles of both cowboy and shepherd. 
Personally, I have found myself at times wearing 
boots and sharp spurs, and, at other times, carrying 
a shepherd’s staff. Which management style is best? 
It is my belief that inspirational leadership is always 
more effective than stern motivation and that “lead-
ing on softly” is the sign of true leadership in any 
organization. In the words of John Quincy Adams, 
“If your actions inspire others to dream more, 
learn more, do more and become more, you are 
a leader.” I trust that we all develop the prevailing 
confidence in our own abilities and character and 
that we each find the shepherd within ourselves. 
Those we lead will thank us for it. 

President’s Message

Arvin W. Starrett, CFSP
APFSP President

President’s Message ....................................................................................................................... 3
Congratulations to the New CFSPs! ............................................................................................ 4
Welcome the New APFSP Members! .......................................................................................... 4
CFSP Family Cards ...................................................................................................................... 5
APFSP News and Notes .............................................................................................................. 5
Call for Nominations for the Board of Trustees .......................................................................... 5
Sitting on My Tool Box ............................................................................................................... 7
Lead, Follow, or Get Out of the Way! ......................................................................................... 8
Two Lifetime CFSPs Honored as APFSP Legacy Fellows ......................................................... 10
Technology Tips ......................................................................................................................... 12

Saddles, Spurs and 
Shepherds’ Staffs

Contents
Volume 3 • Issue 2



4    APFSP   The Compass

Loyal David Beggs
Beggs Funeral Home Limited
175 Main Street, Box 280
Thessalon, ON P0R 1L0 Canada

Michael T. Carroll (Mike)
521 Longbeach Road
Lakemoor, IL 60051

Brad L. Davis
Davis Funeral Home, Inc.
PO Box 108
Canton, MO 63435

Chae Trantham Davis
Shuler Funeral Home
125 Orr’s Camp Road
Hendersonville, NC 28792

Jeana Earn
D’Esopo Funeral Chapel
277 Folly Brook Boulevard
Wethersfield, CT 06109

Wendy Hoffman Fisch
Neidhard-Snow Funeral Home
7401 Hamilton Avenue
Mt. Healthy, OH 45231

James Fletcher
Arbor Memorial Services, Inc.
2 Jane Street
Toronto, ON M6S 4W8 Canada

Nicholas T. French (Nick)
467 W. Fairway Drive
Brazil, IN 47834

Robert Joseph Gilbert (Bob)
29126 Kathryn
Garden City, MI 48135

Jeffrey Thomas Hathy
4524 Elm Avenue
Ashtabula, OH 44004

James L. Hinckley (Jim)
James L. Hinckley Jr.  

Funeral Home
1024 Market Street
Berwick, PA 18603

Teelisha Durham Jones
Elliot Sons Funeral Home
2524 Lumpkin Road
Augusta, GA 30906

R. Kenneth Jones (Kenny)
8588 South Marcus Street
Wrightsville, GA 31096

Danny Wayne Lejeune
David Funeral Home
1101 Trotter Street
New Iberia, LA 70563

Jason Ryan Maise
1523 Estes Drive
Glencoe, AL 35905

Terry L. Palmer
Fawcett Oliver Glass and  

Palmer Funeral Home
77 E. Fifth Street
Chillicothe, OH 45601

Alexander Scott Putnam (Alex)
2384 Gatetree Lane
Grand Rapids, MI 49546

Keith L. Roberson
Keeney & Basford P.A.  

Funeral Home
106 E. Church Street
Frederick, MD 21701

Timothy James Schramm (Tim)
12906 Oakdale
Southgate, MI 48195

Charles R. Shinn
PO Box 22
Huntsville, AR 27740-0022

Glen Talbot
Arbor Memorial Services, Inc.
2 Jane Street
Toronto, ON M6S 4W8 Canada

Rebecca Deane Watkins (Becky)
PO Box 5301
Hendersonville, NC 28793

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

Here’s how:
•	Check	out	the	continuing	educa-

tion 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 

Ethan Lawrence Annis
Dover-Foxcroft, Maine

Raymond Kevin Bassford (Ray)
Somerville, New Jersey

Deena H. Bedenbangh
Newbury, South Carolina

Cathleen Theresa Blanchard
Hendersonville, North Carolina

Gary LaVern Bohlender
Ft. Collins, Colorado

Glenn D. Burlamachi
Concord, Massachusetts

Dane Frederick Daring (Trey)
Bellefontaine, Ohio

Karla J. Deibert
Highland Village, Texas

Lacey Victoria Fox
Cincinnati, Ohio

Marlan James Gary
Columbus, Ohio

Roland Lee Glosey
Arkadelphia, Arkansas

Shawn Dwayne Holmes
Houston, Texas

Samantha Jo Hunnicut
Cincinnati, Ohio

Kyle J. Incardona
Bryan, Texas

Jay Scott Kerr (Scott)
Syracuse, New York

Nicole Marie Kinstle*
Lawndale, California

Jillian Marie Koehler-Smith (Jil)
Port Huron, Michigan

Arthur W. Lang (Kippy)
Gulfport, Mississippi

Carly Dale Lounsbury
Kitchener, Ontario, Canada

Barbara V. Nelson
Charleston, South Carolina

Ashley Lynn Norris
Dayton, Ohio

Anthony J. Quahliero
Struthers, Ohio

Christopher Payne  
Robinson (Chris)
Easley, South Carolina

Christopher Robert Ross (Chris)
Murfreesboro, Tennessee

Dennis James Sanford
West Liberty, Ohio

Lynda Bryant Smith
St. Petersburg, Florida

James Charles Strabler
Waterville, Ohio

George F. Sullivan
Guilford, Connecticut

Steven R. Winburn (Steve)
Hartsville, South Carolina 

Congratulations to the following APFSP members who achieved the designation of Certified Funeral Service 
Practitioner since our Winter 2012 issue. Please help us congratulate these members for their hard work!

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

Students may also join the Academy and work on the requirements of the CFSP while they are completing mortuary school or their internship, 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.)

Congratulations to the New CFSPs!

Welcome the New APFSP Members!



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. You may pay online at apfsp.org or fax your 
renewal to (614) 899-6206. 

Has Your Address Changed?
Don’t forget to notify us of any changes in your address, phone num-
ber, fax number or e-mail address. For your convenience, log in to the 
new website, apfsp.org, to update contact information, or e-mail your 
changes to our office at kgehlert@apfsp.com.

Thomas Lynch Books Available
We have about 25 copies of Thomas Lynch’s book, Apparition & Late 
Fictions, available for purchase for $15 plus shipping (U.S. funds). This 
book normally sells for $24.95 U.S., $31 Canadian, but we are just 
interested in covering our costs for the books left over from our Annual 
CFSP Recognition Event in Chicago. Order your copy today by call-
ing the Academy office or sending an e-mail to kgehlert@apfsp.com. 
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We will be electing three new Board mem-
bers in the 2012 election. Any certified 
member 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: 
•	 By	U.S.	mail
•	 By	fax
•	 By	e-mail	to	kgehlert@apfsp.com	with	a	

return receipt

The deadline for submissions is May 1, 2012.

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 question-
naire for publication to our members. 

Call for Nominations for 
the Board of Trustees

We included a CFSP Family Card Order Form with each of the CFSP renewals 
again this year. We have designed a professional, high-quality, personalized card 
describing what it means to be a CFSP. We hope you will use these cards to share 
your accomplishment with the families you serve by placing the CFSP Family 
Folder Card in each family folder to promote the value of your CFSP designation.

Many of our members have found the CFSP Family Cards to be a valuable tool 
with their families. 

For more information about how to order your personalized CFSP Family 
Cards, please visit our website at apfsp.org or review the information sent in 
your CFSP membership renewal. If you have any questions, please call the 
Academy office. 

CFSP Family Cards
Are You Promoting Your Designation?

APFSP News and Notes
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Sitting on My Tool Box
by Jzyk Ennis

M any times, we, as professionals, need 
to slow down and think about what 
is going on around us … where we 

have been, where we currently are and where we are 
going. As a teenager, my father, a Southern Baptist 
minister, taught me that, sometimes in life, a person 
must stop working, put his/her tools away in the 
tool box and just sit atop that tool box and reflect 
on life. As a funeral service education instructor at 
Jefferson State Community College in Birmingham, 
Alabama, I know that we teach students that, like 
other professionals, our “tools” are called “instru-
ments”; however, for the purpose of this illustration, 
“tools” will do just fine.

With your indulgence, I would like to share a “tool box” moment 
with you. From time to time, I am called upon to render an “expert” 
opinion as to whether or not an embalmer followed certain embalm-
ing standards of care or if that embalmer acted negligently in regard 
to the particular case. In one such case, the embalmer was from a 
state that did not require any type of continuing education (CEs) 
for funeral directors or embalmers. In the deposition, the embalmer 
was quizzed on how he stayed current on embalming standards and 

changes in the profession. The embalmer stated that, since his state 
didn’t require CEs, he really didn’t need them. The shrewd attorney 
set him up for the fact that current standards of care accurately and 
succinctly state that a wise and prudent embalmer has an ethical 
duty to remain current and to remain educated on any changes to 
the profession. This is a point I make to my students in the program 
— we must stay educated on professional standards and changes that 
affect all of us! That fact remains unchanged one day, one month, 
one year, 10 years or 50 years after graduation from mortuary school. 
This leads to my real reflection of how the Academy of Professional 
Funeral Service Practice helps me as a funeral service professional.

My home state of Alabama doesn’t require any type of continuing 
education. While many in Alabama would like to see this changed, 
the sad fact is that there are just as many who think continuing 
education will only require them to pay more to their employees or 
increase their costs — due to having to pay for seminars, travel, etc. 
There are even some who think that all of these CE requirements 
are a “conspiracy” — simply created so that professional organiza-
tions can profit from offering education. As I sit on my personal tool 
box, I can tell you that I value my membership in the Academy! The 
Academy provides those of us in states that do not require CEs the 
opportunity to voluntarily learn, grow and mentor those who value 
making the profession richer and more robust. As I stop working for 
a few minutes and reflect on my professional career in funeral service 
and funeral service education, I cannot imagine being in the place I 
am now without the encouragement, the challenge and the account-
ability that the Academy provides. I challenge and encourage you to 
stop working for just a short while — sit on your tool box and review 
your professional career. I’ll bet that, even though we may be work-
ing in different areas, our reflection and view of the Academy will be 
very similar — invaluable to each of us, the people we serve and our 
very noble profession!

Jzyk S. Ennis, MPA, CFSP, is a full-time instructor in the Funeral Service Education 
Program at Jefferson State Community College in Birmingham, Alabama; a 
part-time funeral director and embalmer at McCalla Memorial Funeral Home in 
McCalla, Alabama; a past president of the Alabama Funeral Directors Association; 
and a past Executive Board member and Policy Board member of the National 
Funeral Directors Association. He can be reached at jennis@jeffstateonline.com. 



8    APFSP   The Compass

Would you dare to stand up in front of 
your professional peers and call yourself 
“the leader?” That’s a tough one, isn’t it?
In every industry or profession, there are the market leaders. I am not 
necessarily speaking of the busiest firm or those offering the newest, 
latest and greatest things. I am speaking about those firms that con-
tinuously thrive, regardless of the state of the economy. Those firms 
seemingly unaffected by competition. Those firms having happy, 
loyal, long-term employees and even happier customers.

Is this coveted leadership position achieved through strong manage-
ment? No. Have you ever heard of the Christopher Columbus School 
of Management? I am sure you will agree that few people will ever 
achieve the same level of global name recognition as Columbus. As a 
manager, Columbus was a failure. Yes, a failure!

I say “failure” because, when he set off on his voyage, he didn’t know 
where he was going! When he got there, he didn’t know where he 
was! When he returned home, he could not tell anyone where he had 
been, and, during the process, he spent an awful lot of somebody 
else’s money! Christopher Columbus was a charismatic leader, not an 
effective manager. Leaders get followed!

I’ve had the great privilege of working with some amazing people in 
funeral service. You may wonder what these people look like. Are they 
hardened, experienced veterans of funeral service with MBAs and 
obvious leadership oozing from their pores? No. Actually, they look 
just like you.

Employees and customers have a natural sense to get behind people who 
appear to know where they are going. That sense of direction and ability 
to clearly convey how to get people there is the essence of leadership.

Leadership begins with communication, and communication is 
changing. We used to be able to get our people, clients or employees 
in a room with us. Look them in the eye, build trust, gain confidence, 
feel the synergy. Not anymore! To lead today, we need to build and 
often rebuild confidence with people spread over great distances.

Electronic communication and social media have amplified commu-
nication speed, scrutiny and sensitivity. Information is flowing so fast 
that situations often evolve much faster than we have time to reflect 
and react. The result is that our reactions to situations get framed out 
of context and create inaccurate perceptions.

This electronic acceleration has also resulted in abbreviations and 
omissions because people have begun to take shortcuts to save time. 
Texting has replaced talking for much of Gen X and Gen Y.

The understanding of the words we use is changing. I am not merely 
speaking of the evolving slang and the increasing variety of text 
abbreviations but the actual meaning of our words. Let me share an 
experience. About 20 years ago I was studying Japanese for my work. 
The character for “listen” came from the traditional Chinese writing 
style. It is a pictograph depicting several actions. From 
top right in a clockwise fashion, it tells us to: use the 
eyes (see it), pay attention (focus on it), use the heart 
(feel it), use the mind (think about it) and use the ears 
(hear it).

About six years ago, I was again studying. This time, it 
was Chinese, and I discovered that the traditional glyph 
had been simplified so “listen” now combines: eye, atten-
tion, heart, ear.

Last year, I was once again studying Chinese, and I discov-
ered that the most common glyph used for “listen” was now 
actually the glyph “hear,” and it represents an “ear inside a 
gate” and means “allow it to come in through your ear.”

I am sure you can see and feel the difference. I chose to open with the 
word “listen” because I believe leadership involves three “L”s: listen-
ing, learning and leading.

Recently, I was speaking with a client who told me that more than 
50 percent of his service, price and employment inquiries are coming 
in online. Five years ago, it was 0 percent. Almost 100 percent of his 
complaints from clients are coming in online and from social media 
services from multiple members of the same client family beginning 

by Jeffrey Chancellor, CFSP

Lead, Follow, or Get Out of the Way!
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the moment the incident happened! The complaints are now public, 
and anybody who looks can see them!

Ten years ago, it was likely that a single representative of the family 
elected to complain. The complaint would be received in a discreet 
personal discussion or a private letter shortly after the incident.

Today, we have to use everything we can to listen — video conferencing; 
chat; e-mail; social media, like Facebook or Twitter; and the telephone. 
Leaders use these tools not just for communication but also for leadership.

The second “L” is learning. How do we learn? I believe that we learn 
from feedback. Learning is a crucial part of leadership. Most leaders I 
have met have an active knowledge-capture and -transfer program in 
place that utilizes reverse mentorship and open-source collaboration.

How you ever had to solicit the help of a teenager to program a new 
cell phone or troubleshoot the computer? This inversion of exper-
tise is the essence of reverse mentorship, yet we may still tell the 
fresh graduate of mortuary school to forget what he or she learned, 
“because this is how we do things in the real world!” Are we missing 
out on helpful new techniques taught in school and the chance to 
lead in our market?

I often hear of challenges in the decedent-care arena due to 
cultural and ethnic limitations, new tissue-recovery or autopsy 
techniques and more eco-friendly and greener views of employees 
and the public. The leaders I have met do not quarrel with the 
stakeholders; rather, they solicit feedback from all involved and 
craft creative solutions to clinical and service issues to ensure 
positive outcomes and relationships for all. This is the essence of 
open-source collaboration.

The most successful leaders I have met have a business plan. I find a 
lot of intimidation in the term “business plan.” I prefer to substitute 
the term “goal” for “plan.” I believe, in today’s multi-cultural, multi-
generational and diversely educated workforce, translation must be 
replaced with interpretation for clarity. Goals are easier than plans, as 
they afford us the opportunity to re-evaluate our progress and change 
our approach as needed to ensure positive outcomes.

Many young people new to our profession require both a crystal-clear 
expected outcome and a clearly defined framework. They need to 
know what success looks like to achieve it. There is no room for fuzzy 
impressions. This is the essence of goal-setting.

Do you know what your employees’ personal and professional goals 
are? If your answer is no, how can you know if their goals run parallel 
with your goals? How can you help them succeed? Without their suc-
cess, how can you succeed?

I once visited a beautiful facility in a large urban center that had a 
poster displayed in the staff room that read, “Our success comes from 
making a difference in one person at a time.” At first glance, this 
sounds and feels very nice. I saw this poster while we were discussing 
an embalming failure that would likely turn into a lawsuit.

When we talked about how and why this happened, it became quite 
clear that the young female embalmer’s goal was to become the best 
restorative artist she could be and, hopefully, the best in the nation! 
She said, “I’m so frustrated because I’m a new embalmer, and 
nobody listens to me. “ She theorized that the cause of the embalm-
ing failure was not her fault because her boss was licensed in 1969, 
and he was out of touch with reality and expected her to deliver 
top-quality results with very little time and the cheapest products!

When asked how could this situation be prevented from ever hap-
pening again, she suggested that the company start by changing the 
poster to “Our success comes from making people’s life experiences 
better”… starting with her life experience of working there as an 
embalmer! As I mentioned at the start, communication is changing!

Happy employees are not recruited; they are nurtured. Ghandi 
said, “Happiness is when our thoughts and our words and our 
actions are the same.” Our business actions speak louder than our 
marketing words.

My challenge is for you to rise to the position of leader. Be the leader 
in your market, your company or your team. Help your people set 
crystal-clear goals. Listen and learn along the way to this lofty place, 
and, in the process, raise the bar for all of us in funeral service.

You may be surprised how easy it is to become the leader when you 
ask yourself this simple question: “Am I being creative and proactive 
to ensure the future viability of my funeral-service business?”

Jeff is education, training and research director for H.S. Eckels & Company. He 
resides in Arizona and travels extensively as a funeral-services educator and lecturer. 
Jeff welcomes your comments at jchancellor@eckelsandcompany.com. 

Lead, Follow, or Get Out of the Way!



Frank C. Dawson of East Liverpool, 
Ohio, has recently been honored as a 
Legacy Fellow in the Academy of 
Professional Funeral Service Practice 
Legacy Endowment Fund for his gener-
osity and his commitment to continuing 
education and lifelong learning. 

Frank is a Certified Emeritus Lifetime mem-
ber and a Certified Funeral Service Practitioner with the Academy 
of Professional Funeral Service Practice since 1992. He has long 
been an advocate for continuing education and was instrumental 
in the implementation of continuing education requirements for 
licensees in the state of Ohio. As the former president and the 
current senior director of The Dawson Funeral Home of East 
Liverpool, he has conducted more than 15,000 funerals for the firm 
while often traveling to distant cities to assist with services of dig-
nitaries and friends. To further fulfill a need for families the funeral 
home serves, Frank and his family purchased the former Sturgis 
Funeral Home in East Liverpool and opened its doors as a restored 
Victorian bed and breakfast. Frank is a graduate of the Pittsburgh 
Institute of Mortuary Science and the National Foundation of 
Funeral Service, and he is a veteran of the U.S. Navy. He received 
his undergraduate degree from Baldwin-Wallace College, where he 
served as a member of the Board of Trustees for a number of years. 
In 1999, he was presented an Honorary Doctorate of Humane 
Letters degree from the college and, in 2007, was inducted into the 
school’s Athletic Hall of Fame.

Frank was the founder and is president of the Lou Holtz/Upper Ohio 
Valley Hall of Fame, which was dedicated on July 5, 1998. The pur-
pose of the organization is to honor individuals from all phases of life 
in the upper Ohio Valley for contributions they have made to their 
communities; to offer a source of history for the towns from western 

Beaver County, Pennsylvania, to Wheeling, West Virginia, and 
Bridgeport, Ohio, on both sides of the Ohio River; and to provide 
scholarships, through the generosity of Coach Holtz, for students 
from each of the vocational schools in the area to continue their edu-
cations. He was inducted into the Hall in 1999.

Albert Lee (Bones) McFarland, a native 
of Clarksville, Tennessee, has recently 
been honored as a Legacy Fellow in the 
Academy of Professional Funeral Service 
Practice Legacy Endowment Fund for his 
generosity and commitment to continuing 
education and lifelong learning.  

Albert enlisted in the Army, where he spent 
more than 26 years, retiring as a command ser-

geant major in the medical career field. After leaving the Army, he 
graduated from Mid-America College of Funeral Services, Associate 
in Applied Science Funeral Service, and received his Funeral 
Services Practitioner certification in 1998. He is a Lifetime member 
of the Academy of Professional Funeral Service Practice and earned 
his Certified Funeral Service Practitioner (CFSP) designation in 
May 2000.

Albert is also diplomate of the American Board of Forensic Examiners 
and a certified grief counselor. He started his career in the Federal 
Service as a mortuary officer in Panama and is currently the director 
of casualty and mortuary affairs in Korea with responsibility for the 
entire Pacific Rim. Albert has conducted funerals for our fallen heroes 
all over the world, in places such as Colombia, Nicaragua, the Ivory 
Coast, Kenya, Philippines, the Micronesian Islands and the Marshal 
Islands, to name just a few. Albert has been married to Seung Hee 
McFarland for 35 years, and they have one child, Hye-Mi, and one 
grandchild, Avery.  
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Two Lifetime CFSPs Honored 
as APFSP Legacy Fellows

Incorporated in 1976, the Academy of Professional Funeral Service 
Practice is one of the oldest organizations providing a program for pro-
fessional certification in the United States. With almost 2,000 members 
worldwide, 1,450 of whom have achieved the designation of Certified 
Funeral Service Practitioner, the Academy offers a voluntary certification 
program for funeral service practitioners to accomplish educational, profes-
sional and community-oriented goals in an organized fashion, recognizing 
funeral directors who raise and improve the standards of funeral service.  

In late 2010, the Academy Board of Trustees adopted a resolution 
to establish the Legacy Endowment Fund, which will accept dona-

tions from all eligible sources for the purpose of promoting educa-
tion in funeral service and mortuary science. The Board of Trustees 
of the Academy will grant scholarships and make bequests from the 
income, appreciation and any other earnings generated by the Legacy 
Endowment Fund for the purpose of funding mortuary science and 
funeral service education for mortuary science students and funeral 
service practitioners.

For more information about the Legacy Endowment fund or the Certified Funeral Service 
Practitioner (CFSP) designation, please contact Kimberly A. Gehlert, executive director, at 
(614) 899-6200 or visit www.apfsp.org. 
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T e c h n o l o g y  T i p s

As I have stated many times … 

technology is a tool — it is not the 

answer — in funeral service as well 

as in most service-based, person-

to-person industries. QR codes are 

no different. They aren’t going to 

change (or save) the funeral indus-

try, but they are useful tools that 

you can easily incorporate into 

your funeral marketing strategy.

That said, you should know how to best use 
the tools in your funeral marketing toolbox — 
or else they are just overhyped and improperly 
used clutter that can distract you from your 
top goals of serving more families and serving 
all of those families better!

In this article, I will identify why and how you 
should use these black-and-white, pixelated 
boxes to help you take a small step closer to 
those goals.

QR Codes 101 – QR (Quick  
Response) Codes
QR codes are barcodes that can be scanned 
using most smartphones — a QR code scan-
ner app would need to be installed (many are 
available for free). Once the code is scanned, 

it directs the phone to a website URL, dis-
plays a message or opens up a contact (busi-
ness) card that can be saved to the phone. 
Just think of QR codes as “mobile shortcuts,” 
where a static medium suddenly becomes an 
interactive one.

Another great thing about using QR codes is 
that there is no additional cost to incorporate 
them in your current and future marketing. 
Plus, you can track the effectiveness of your QR 
codes, as they can be easily be measured with 
Google Analytics (wouldn’t you like to know 
which 50 percent of your marketing works?).

Here are the 10 top ways funeral homes can 
use QR codes — I have broken them down 
into three categories.

QR Codes Are the Quickest Path  
from Print to the Web
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Memorialization
1. Online Obituaries
•	 Have	the	QR	code	for	the	online	obit	visible	

on that page.
•	 Use	this	wording	to	educate	visitors	what	the	

QR code is for: “QR code for this obituary: 
use your smartphone to scan the QR code to 
access and save this page to your phone.”

•	 Example:	 www.mayfieldkiserfuneralhome.
com/obits/dalton-grisham/

2. Memorial Folder
•	 Use	the	QR	code	for	the	deceased’s	online	

obit, and add the image to the printed 
memorial folder that will take the person to 
the online obit, where he or she can read the 
obit, leave a condolence or even watch the 
video tribute.

•	 This	can	be	placed	on	the	back	of	the	folder	
(or somewhere else) discreetly yet still large 
enough that the code isn’t blurred. At 150 
DPI printing, a 1-inch by 1-inch QR code 
should still be legible.

User Convenience
3. Directions to Funeral Home/Cemetery
•	 Have	the	QR	code	on	the	Directions	page	of	

your website, but it should take the visitors 
to your Google Places (Maps) listing so that 
they get the directions right on their phones, 
and they can then use their built-in GPS/
map to find where your firm is located.

•	 Example:	 www.eganfuneralhome.com/
bolton/bolton-directions/

4. Directions to Reception or Cemetery
•	 This	is	similar	to	the	one	above	—	linking	

the QR code to the Google Places listing 
— but, in this instance, the QR code can 
be printed on the memorial folders or on a 
map/directions sheet to be handed out after 
the service.

5. Request a Review (Testimonial) from Client 
Family on Google Places
•	 This	is	a	twofold,	stealth	strategy	to	target	the	

most likely people to leave a review on your 
Google Places page (or Yelp or Foursquare).

•	 If	you	provide	client	 families	with	a	post-
service survey or meet with them in an 
after-care arrangement, hand them the 
survey or a sheet that subtly asks them to 
provide a review.

•	 People	with	smartphones	are	probably	more	
apt to leave reviews online, and, by using a 
QR code, you are making it easier for them 
to do so.

Advertising
6. Direct Mail (Especially for Preneed  
Seminar Registration)
•	 For	 anything	 that	 you	have	 a	 registration	

form for, such as a preneed/estate planning 
seminar, a clergy breakfast or even your 

holiday memorial service, you can include 
a QR code to the right of the form so that 
it can be scanned, and the attendee can 
immediately register on your website via 
his or her phone.

•	 No	hand-writing	out	the	form,	no	stuffing	
envelopes, and no recording the registration 
manually on your end once it is received.

7. Business Cards
•	 The	receiver	of	the	business	card	can	quickly	

scan the card and have all the details added 
to his or her phone. I would recommend 
that, for funeral homes and cemeteries, the 
QR code be placed on the back of the card, 
as probably only 10 percent of the people that 
you give it to would know what to do with it.

8. Yellow Pages
•	 A	QR	code	in	an	ad	can	direct	a	person	to	

a landing page created specifically for those 
who are shopping for funeral homes.

•	 Have	a	short	video	with	additional	info	that	
educates visitors on what makes you differ-
ent than your competitors.

•	 You	can	showcase	your	technology	offerings	
more on this page, as you know the visitors 
are going to be more tech-savvy than most.

9. Print Ads
•	 Whether	 it’s	newspaper	ads,	 ads	 in	church	

bulletins or ads in a community program, 
you can use QR codes to drive people to a 
specific webpage.

•	 As	 stated	 above,	make	 sure	 that	 the	 land-
ing page is relevant to the audience seeing 
the ad and that it is mobile-friendly. If you 
advertised in a church bulletin for a Baptist 
church, you would want to make sure that 
the landing page was speaking directly to 
people of that denomination.

•	 Also,	you	wouldn’t	want	to	send	them	to	a	
pre-planning page with 50 fields on it that 
would be way more difficult to fill out on a 
smartphone than it would be to complete on 
a regular computer.

10. E-Mail Signature
•	 Similar	to	the	business-card	QR	code,	you	

can direct people to a listing of your contact 
information or fill out a simple newsletter 
subscription form.

NOTE: QR codes are not for headstones! 
Technology moves fast, and granite is forever. 
Who knows what types of codes will be used 
in five or 10 years, but that memorial will last 
a lifetime. If, over time, the QR code on a 
headstone is ever damaged, or if the QR code 
generator goes out of business, not only is the 
code then useless, but it will be useless forever 
(and even a couple of days longer).

QR-Code Best Practices
Landing pages must have a purpose and be 
mobile-friendly:
•	 Don’t	 send	 people	 to	 just	 to	 your	 home-

page; engage them with a page that relates 
to the origin of where the code was found.

•	 Also,	make	sure	that	the	page	can	be	easily	
read on a smartphone — you’ve got their 
interest, because they’ve scanned the code 
— don’t tick them off once they arrive at 
the destination.

Test your QR codes:
•	 Once	you	have	created	your	QR	code,	test	

it. Test it on the computer screen. Print 
it off and test it. Test with an iPhone, a 
Blackberry and an Android phone — even 
multiple apps on the same phone — ESPE-
CIALLY if you are using the QR code in 
print media!

Have multiple ways to access the destination page:
•	 Include	 other	 ways	 to	 access	 the	 destina-

tion page, like including a (short) URL 
beneath the code.

•	 If	 the	 code	 is	online,	make	 it	 clickable	 for	
those who don’t have a smartphone handy 
so they can access the page with a click of 
the mouse.

Include instructions on how to use the QR code
•	 Don’t	assume	that	everyone	knows	how	to	

use QR codes, let alone what they even are.

Please remember that QR codes are NOT 
game-changers, but they can help accent 
the services and advertising that you are 
currently doing.

How to Create QR Codes
There are many free services available to gen-
erate QR codes, like Kaywa, QuikQR.com 
and http://in4.ca (which I own), but I am a 
big believer in not relying too much on other 
people’s proprietary systems, so that is why I 
recommend using Google’s manual method 
of creating QR codes (the unfortunate real-
ity is that Google will probably last longer 
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in the future than FuneralFuturist — “say it 
isn’t so”).

Here is how to instantly create a QR code:
1. Go to this URL: https://chart.googleapis.
com/chart?chs=150×150&cht=qr&chl=
•	 (For	short:	http://in4.ca/googleqr)
2. Append the URL that you want the QR 
code for immediately after the “=,” and make 
sure to use the “http://.”
•	 Example:	 https://chart.googleapis.com/char

t?chs=150×150&cht=qr&chl=http://funeral-
marketdomination.com

•	 There	are	other	items	that	you	can	have	QR	
for, such as text, telephone numbers and 
SMS numbers.

•	 For	 all	 of	 the	 information	 on	 how	 to	 use	
this URL to create QR codes, read this 
article: http://code.google.com/apis/chart/
infographics/docs/overview.html

3. After inserting the URL, hit enter and the 
QR code will update on the page.
•	 Then	 right-click	 over	 the	 image,	 choose	

“Save As” or “Save Image As,” and then 
download the PNG file to your computer.

•	 I	 suggest	 renaming	 the	 image	 filename	
immediately, or else you will have a 
bunch of files on your computer named  
“chart.png.”

4. Your image is ready to add to your print ads 
or onto your funeral-home website pages.

If you want a more automated method, go 
watch these videos where I demonstrate a 
couple of ways that they can be created.
•	 QR	Codes	 for	Directions:	 http://youtu.be/

ZNn7JZMrMKk
•	 QR	Code	and	URL	Shortener:	http://youtu.

be/G1H8OsUedjI
•	 Tracking	 QR	 Codes’	 Effectiveness:	 http://

youtu.be/fxrcr-QVDEA

There are other uses for QR codes outside of 
funeral service but I have elected not to sway 
from the subject of how you can use them for 
your funeral home or cemetery. If you have 
been using QR codes in other ways (or even 
similar ways), please share your thoughts, 
results and feedback.

Robin Heppell, CFSP, is a fourth-generation funeral 
director and funeral home marketing consultant. He 
combines his expertise in technology and pre-need, his 
formal business knowledge and his deep-rooted legacy 
in the funeral profession so that he can help funeral 
homes and cemeteries be more competitive, more 
profitable, and provide the best possible service for 
the families they serve. To download a free Resource 
Guide, visit www.FuneralFuturistTips.com. 
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To advertise in  
The Compass, 

contact Jerry Stains 
at 502.423.7272 

or jstains@ipipub.com.

www.ipipub.com

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

www.apexces.com
800.769.8996

APEX
   continuing education solutions

“Simply the best affordable C.E.”
Available online or by mail

www.apexces.com
800.769.8996

APEX
   continuing education solutions

“Simply the best affordable C.E.”
Available online or by mail

“Simply the best affordable C.E.”
Available online or by mail

800.769.8996

www.apexces.com
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