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Mayonnaise Jar and Two Beers
Having been told in May that I could no longer
put off surgery for diverticulitis, I reluctantly set
the date for July 23. This condition had been
my nemesis for 11 years. Even though surgery
had been recommended more than a year ago,
my schedule, as I thought, did not permit it.
The surgery was a success, and my six-day stay
in the hospital gave me time to appreciate my
wife, my children, my grandchildren, my family, my friends and also my health.
All of us have decisions to make concerning
how we will spend our lives. It is my hope
that you will take the following story, which
is currently circulating on the Internet, make
its example a part of your life and enjoy life’s
journey even more.
When things in your life seem almost too
much to handle, when 24 hours in a day are not
enough, remember the mayonnaise jar and the
two beers.
A professor stood before his philosophy class
and had some items in front of him. When
the class began, he wordlessly picked up a very
large and empty mayonnaise jar and proceeded
to fill it with golf balls. He then asked the
students if the jar was full. They agreed that
it was. The professor then picked up a box of
pebbles and poured them into the jar. He shook
the jar lightly. The pebbles rolled into the open
areas between the golf balls. He then asked the
students again if the jar was full. They agreed it
was. The professor next picked up a box of sand
and poured it into the jar. Of course, the sand
filled up everything else. He asked once more if
the jar was full. The students responded with a
unanimous “Yes.” The professor then produced
two beers from under the table and poured the
entire contents into the jar, effectively filling

the empty space between
the sand.
The students laughed.
“Now,” the professor said William P. Joyner, CFSP
as the laughter subsided, APFSP President
“I want you to recognize
that this jar represents
your life.” The golf balls are the important
things — your family, your children, your
health, your friends and your favorite passions
— and, if everything else were lost and only
they remained, your life would still be full.
The pebbles are the other things that matter,
like your job, your house and your car. The
sand is everything else — the small stuff.
“If you put the sand into the jar first,” he continued, “there is no room for the pebbles or the
golf balls.”
The same goes for life. If you spend all your
time and energy on the small stuff, you will
never have room for the things that are important to you.
Pay attention to the things that are critical to
your happiness. Spend time with your spouse,
your children, your parents and friends. Visit
with grandparents. Take time to get medical
checkups. Take your spouse out to dinner. Play
another 18. Take care of the golf balls first —
the things that really matter. Set your priorities. The rest is just sand. One of the students
raised her hand and inquired what the beer
represented. The professor smiled and said, “I’m
glad you asked.” The beer just shows you that,
no matter how full your life may seem, there’s
always room for a couple of beers with a friend.
Life isn’t about waiting for the storm to pass ...
it’s learning how to dance in the rain! 
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Welcome the New APFSP Members!
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!
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Hospice by the Numbers

Why Meaningful Relationships Between Funeral Service and Hospice Matter
by Kim Medici Shelquist, Director – Marketing Communications, Homesteaders Life Company, West Des Moines, Iowa

H

ospice and funeral-service professionals provide important and valued
services to individuals and families
facing the very worst days of their lives. These
times bring out the best and worst in the people facing them. Hospice and funeral-service
providers must not only help patients and
families navigate this difficult time, but they
also must facilitate a significant transition from
hospice care to funeral care. In my experience,
both sets of professionals are fully invested
in making this transition meaningful and as
peaceful as it can possibly be.

and care mandates also lead the caregivers to
become advocates for the patient and family as
they navigate the complex financial, legal and
health care systems so many people experience
at the end of life. Given the durations and
intensity of this relationship, it’s a natural thing
for the family to turn to the hospice for advice
and input on funeral options — and a very
unnatural thing for the hospice care provider
to decline to provide that advice.
What types of information and referral sources
can you provide to the hospice providers in your

As in any relationship, a lack of understanding about what the other offers
can lead to communication breakdowns
that ultimately influence the care clients
receive. The purpose of this article is to
better help funeral professionals understand the role of hospice and how you
might build more meaningful relationships that ultimately help the patients
and families you mutually serve.

The Reality: Nearly 45 percent of all
deaths in America happened under the
care of hospice providers.

How are you working with your local hospices to
ensure they have the most up-to-date information
on funeral service to share with the families you
mutually serve?
The Reality: The average length of stay in hospice is just more than 64 days.
The Implication: A meaningful relationship
is formed between patient, family members
and caregivers during these long days of care.
The hospice caregivers become trusted advisers
during this period. The hospice philosophy

The Reality: An average of two family members per patient receive bereavement care for
up to a year following the death. In addition,
92 percent of hospices offer their bereavement
care to community members regardless of
whether their family member was cared for
by hospice.
The Implication: Because hospices
are mandated to provide bereavement
services by Medicare, they frequently
have trained and certified bereavement
counselors on staff. With those staff
members in place, providing services
to community members not cared for
by the hospice is easier and doesn’t
carry incrementally higher costs. These
bereavement programs are another
opportunity for the hospice to reach
community members who have experienced a loss. Conversely, funeral homes
lose that opportunity if the hospice provides bereavement care with no support
from the funeral home.

In my experience, there are some key
realities about hospice of which all
funeral-service professionals should be
aware. I’ve also included my thoughts
on the implications for funeral service.

The Implication: Hospice care providers walk with patients and families during the most difficult journey of their
lives. In a case where no arrangements have
been made, a hospice care provider may very
well be the first person to have a discussion
with the patient about his or her death and
final wishes.

How can you make your local hospice providers
aware of the advance planning consultation and
support you can offer families? For instance, are
they aware that you will meet with the family
members in their home to document the patient’s
and family’s final wishes.

community to ensure they are well-prepared to
answer the questions families ask?
The Reality: Nearly 67 percent of care takes
place in the patient’s residence, 41 percent of
that in a private home.
The Implication: Hospice care providers interact with the patient and family almost daily,
spending time with the family members in
their own home. The caregiver is exposed to the
most intimate details. By the time of death, the
hospice care provider may have a very clear idea
of what the patient and family members want
in terms of a funeral event and has likely participated in discussions on the issue. If no relationship exists between the hospice and area funeral
homes, the funeral professional is far less likely
to play a role in shaping the conversations.

How can you partner with your local
hospices to offer bereavement programs to
the families you mutually serve as well as
those families you serve who did not have
the benefit of hospice care? Most hospices
open their bereavement programs to all
who have experienced a loss, regardless of whether
they received care from the hospice.
In summary, it’s important to understand
the role hospice professionals play in nearly
45 percent of all the deaths that occur in
the United States. While you may occasionally experience frustration when working
with your area hospice providers, you will
benefit from efforts to continue developing
those relationships.
Most importantly, the families you serve will
benefit from the exchange of information and
expertise that results from truly great relationships between hospice and funeral service. 
Source: National Hospice and Palliative Care Organizations
Facts and Figures: Hospice Care in America. www.nhpco.org.
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Kimberly A. Gehlert
APFSP Executive Director

After a long winter, I find myself very excited about sighting a crocus or daffodil, the first smells of cut grass and the crack of the bat for spring baseball
games. Summer brings grilling, weeding and the delight of the first cucumbers and BLTs of the season. By the time fall arrives, Steve and I look forward
to crisp clear nights with the windows open, having to wear a sweater and
college football games.

Seasonal changes come each year, but our life’s seasons don’t change as
frequently. This is, honestly, very good for me personally, because, the
older I get, the harder I seem to adjust to change. Many of you know
that Steve, my husband, is retiring in December of 2014 after serving 30
years as the Ohio Funeral Directors Association executive director. This
pending change has caused many a dinner-table discussion in our home
about what our next several years together will look like. Our oldest
grandson just turned 7; the other three children seem to grow several
inches every time we see them; and there’s a plethora of ball games,
recitals and birthday celebrations.
All of these things have led me to the difficult decision of giving my
resignation as your executive director. I’ve given the Board several
months to find a replacement and offered to consult during the
transition to your new executive director. President Bill Joyner has asked
the entire Board and two past presidents, Diana Duksa Kurz, CFSP, and
John “Jay” Rhodes II, CFSP, to serve on the Executive Director Search
Committee. Their meetings are now underway as they seek to define
their strategy and search for my successor.

Seasons change, and the years just seem to fly by. As I look back over the
last 18 years I’ve been working with you, I have so many fond memories
of encouraging many of you to earn your CFSP designations. Being your
cheerleader, evaluating hundreds of Career Reviews, posting hundreds
of thousands of activities on your transcripts, processing your renewals
and writing encouraging notes has filled my days with a joyful career.
Together, we have certified hundreds of funeral-service professionals,
launched the first Academy website in 1998, made an extensive software
upgrade and website relaunch in 2011 with the generous grant from the
Heritage Club, and expanded our continuing education reviews to more
than 3,400 hours a year. We have accomplished a lot!
I’ll always treasure the friendships I’ve made and the boards I have worked
for, the parts of your lives you have shared with me and the joy of having
a career serving the best funeral directors in the world. I truly hope that
each one of you enjoys a fruitful career in funeral service, and I want to
thank you for the blessing of being your executive director. Keep learning,
keep growing, and keep achieving to the height of your potential — for
your career, the families you serve and the communities you work in! 

The Importance of CFSP Certification
by Nelson E. Hayes, APFSP Ambassador, Matthews, North Carolina

An author and dear friend of mine has a motto he expresses on every
occasion that I feel exemplifies my feelings about professional status:
“The learning never ends.” For the past 45 years, I have spent my life
in the funeral profession, observed many changes, both positive and
negative, and witnessed people entering and leaving the labor force at
an all-too-alarming rate.
There seems to exist among certain practitioners of the profession the
attitude that all the education required was obtained in a brief course
of study at some mortuary school, concluding forever at the graduation
exercise and passing of the board exams. It is for this reason that I do
no like the term “graduation,” for it gives the impression that you are
finished with your knowledge, and this is certainly not the case. I rather
prefer the use of the term “commencement” to identify the celebration
of successful coursework achievement and the continuation of the
6

APFSP The Compass

life-long adventure of learning. The education of life is a journey, not
a destination.
The Academy of Professional Funeral Service Practice has recognized
the need to be in the profession and of the profession, and the need to
constantly pursue better understanding through continuing education.
Consummate professionals will, of their own accord, seek to belong to
organizations, societies and associations for the benefits they receive
from sharing their own experiences with other professionals. It is
imperative that our profession, in this age and difficult time, be led
by people who are knowledgeable, successful and driven by passion
and desire to be the best of the best. Certification by the Academy is
a visible indication that a member continues to learn, is committed to
community involvement and has the highest ambition for service to
others and the profession.

CO
PY

Join those with a passion to learn,
grow and achieve.

FO
R
A
CO
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LL
G

The CFSP designation shows families and professional peers alike that you are driven to be even
smarter, more resourceful and more adaptable than you already are. Its presence next to your
name creates instant respect and credibility and, ultimately, a business advantage.

U
E

Better yet, you’re probably doing right now what it takes to become certified! If you are a
state-licensed funeral service practitioner, you are eligible to earn the CFSP designation.
To find out more and get started, visit www.apfsp.org, call (866) 431-CFSP (2377)
or complete the application below.

Membership Application
First Name

Middle

Last Name

Home Address

Nickname

City

Employer

Address

Home Phone

City

Work Phone

State

Zip

State

Zip

Fax

License No. and State

E-Mail Address (required)

Funeral Service College

Highest Degree Obtained

Graduation Date

Institution

Major

College certification of enrollment (Required for Student Members only):
College Official (print name)

Signature

Referred for membership by

Title

(Academy members, please complete this line when sharing with a colleagues)

Please send all correspondence to:

 Home Address

 Office Address

Membership Options

Payment Options

Initial Student Membership - $50

 Check Enclosed (must be mailed)
Credit Card  MasterCard  VISA  American Express  Discover

Fees effective 09/01/13. Please select Membership Option below:

$

(Must be currently enrolled in a Funeral Service education program and
requires signature by College Official and notification of licensure date)

Initial Membership - $85

$

Membership Reinstatement - $85

$

Lifetime Membership - $650

$

AFPSP Jewelry - $25+$1.88=$26.88

$

Total

$

(Annual renewal is $65 per year and will be billed on anniversary date)

(Annual renewal is $65 per year and will be billed on anniversary date)

(One-time fee with no annual renewal. CEU requirements still apply)

(This is optional. Price includes shipping and handling)

Above fees are for enrollment or renewal only. Members must pay annual renewals
to remain active. Members who complete the professional certification requirements
may purchase a CFSP recognition plaque. Fees for all courses, workshops, home study
programs, etc. are assessed by educational providers and are payable by the member.

Credit Card No.
Cardholder’s Name
Zip Code where statement is sent

Expiration Date
Cardholder’s Signature
CVV2/CID Code

(For MasterCard, VISA and Discover, the CVV2 Code is the last 3 digits of the number
in the signature line on the reverse of the card. For American Express, the CID is the
4-digit number on the front of the card.)

Please send this application form and fee to:
Academy of Professional Funeral Service Practice
(APFSP)
PO Box 2275 • Westerville, OH 43086-2275
– OR – Fax application form with credit card payment
to (614) 899-6206

Technology Tips
by Robin Heppell, CFSP

Dealing with Negative Online
Reviews for Funeral Homes

How did you feel when you saw your first negative online review?
Mad, irritated, concerned?
I have had a couple of clients who found themselves in this position.
After talking them down from climbing up the walls because they
were so upset, we put a plan together on how to make the most out
of the situation.
Before we talk about the plan, I want to debunk some bad advice. I
have heard that people say do not respond to negative reviews because,
if you do, that will promote that particular review to the top of your
reviews for the website, such as Yelp or Google reviews. The problem
with that strategy is that people are going to find that review anyway,
and, if it is left unanswered, it looks like it was a valid complaint.
I recommend responding to every negative review — but you can’t
just go off half-cocked and blurt something out — you want to make
sure that you have a methodical plan.
Here is my three-step plan for dealing with negative reviews.

Step 1: Investigate if It Is Legitimate

Ask yourself if this is a legitimate complaint. Research the situation,
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and, if you or your staff screwed up, own up to it. Create a system or
process for your business to make sure that the mistake doesn’t happen again. If you were at fault, I would attempt to contact the person
offline first, solve the problem and then respond online as a follow-up.
If, however, the negative review was from a nasty competitor or someone who just has an axe to grind with your company, then proceed
to step two.

Step 2: The Olive-Branch Response

Compose a very professional response to the accusations, reassuring
the reviewer that what is stated isn’t the way that you and your funeral
home conducted business for X number of years in your town. Then
ask leading and open-ended questions, like you are reaching out to
the reviewer. Ask what the date or even the name of the service was so
that you can look into the matter further, resolve any specific problem
and take other actions to ensure that this type of experience doesn’t
happen again.
The reason why I recommend this type of response is that it is going
to show other people that you care, and, if it is a legitimate complaint, then the reviewer will respond. If it’s not legitimate, then he
or she probably won’t respond, and then the public will see that you

have done the right thing and lessened the severity of his or her
statements. If the reviewer responds in a nonhostile manner, follow
up that specific situation with your staff, and then respond to the
complainant, saying that you have taken certain steps so that it won’t
happen again.

he or she will probably have an idea of the level of savviness that the
person has. Then, for every person who meets these criteria, ask him
or her permission for you to send them a quick email about providing an online review. The best time to ask him or her is immediately
after the person has just sung your praises about something.

If he or she responds in a hostile manner, continue to take the high
road. Let him or her know that you have done everything in your
power to right the wrong. There’s no point in getting into a flame
war. Also, onlookers will see that the complainant is off his or her
rocker and that you are a professional businessperson.

So, immediately following a positive statement from the person, I
would respond by saying:

If there is no response to your response, then I would contact the
website. Here is an example of what I would say:
Dear Yelp,
My name is Rob Heppell, and I am the owner of Heppell Funeral Home.
I am very concerned with the recent review of my company. We have
responded to the complaint in a very professional manner, and we have
not received a reply. Furthermore, the reviewer’s criticism seems to violate the Yelp review guidelines. It seems that some of the criticism is based
on secondhand experiences and hearsay. The review has the potential of
being very damaging, so we are taking it seriously. Please contact the
reviewer and suggest that he or she respond to us as requested, or we
would ask that you would remove that review. Thank you for your consideration of my request.
Sincerely
Rob Heppell
In both cases that I’ve been involved with, the reviews have been
taken down.

Step 3: Cultivating Positive Reviews

Create accounts for all of the popular review websites. Then create
a page on your website that you can direct people to that contains
links to those various websites where your profile is displayed. This
will give the client family a choice of what review site they can post
a review on. Do not send everyone to Google+ so that all of your
reviews are there, as this would look unnatural.
Next, I would contact any of your close friends whom you have
served in the past year or so and also anyone who has sent you an
amazing thank-you card — I’m sure you have a box full of them.
Hand-pick the ones that you think are somewhat Web-savvy, type
out what they have written on the cards, and create an email for
them. In the email, I would say:
Thank you so much for that beautiful thank-you card and your message
and, more importantly, your message to us. It was an honor to serve your
family at this difficult time. If you don’t mind, I would like to ask you a
small favor. So that we can help serve more families like yours, we humbly ask people like you to share your thoughts on the Internet where there
are reviews for our funeral home. For your convenience, I have typed out
your message that you sent to me so that, if you wish, you can just copy
and paste that message. It would mean a lot to me. Thank you.
The final part of step 3 is to use your after-care specialist to humbly
solicit more positive reviews. The specialist will have the sense to
know if someone has been really happy with your services, and, also,

Well, that is such a nice compliment, and we really treasure your comments. Would you mind doing us a small favor by posting comments like
that on the Internet on one of the review sites? Have you ever left an
online review for anyone else before? If so, what review site was it? Oh,
great, I will send you a short email with the links to those pages — we
would really appreciate it. It should only take you about five minutes,
if that.
Then, in the email, ask the person to go to your webpage that has
links to all of the review websites.
By taking the strategy, you will cultivate dozens and dozens of positive reviews. And you will probably never have to worry about any
negative ones, because, if there are two dozen positive reviews, someone will look like an idiot if he or she tries to put a negative review
there that is not justified.
So my challenge for you today is to look back in the last six months
for any close friends or extremely satisfied client families whom you
have served — especially anyone with a Gmail address, because this
means he or she doesn’t need to create a new account to leave a
review for you on Google — and ask these people if they wouldn’t
mind to do you a small favor and leave you a review.
Now if, for some reason, you have a online reputation nightmare
on your hands, don’t hesitate to contact me directly. We have an
extensive process that we can put into place to lift up your good
name once again.
Please let me know if you’ve had any experiences like this and what
the outcomes were — I’m always interested to hear how we have won
upset people back to a positive relationship. 
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 cemeteries be more competitive, more profitable, and
provide the best possible service for the families they serve. To reserve a domain
name, visit http://www.FuneralFuturist.com.

Step 1:
Investigate
negative
online
reviews.

Step 2:
Use the
olivebranch
response.

Step 3:
Cultivate
positive
online
reviews.
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Congratulations to the New CFSPs!
Congratulations to the following APFSP members who achieved the designation of Certified Funeral Service Practitioner since our Summer 2013
issue. Please help us congratulate these members for their hard work!
Eugene J. Andrus (Gene)
6847 High Oaks Drive
Troy, MI 48098

Melissa Jean Christiansen-Kloss
435 Fort Henry Drive
Fort Wright, KY 41074

Daniel Paul Armstrong
Boles Funeral Homes
425 West Pennsylvania Avenue
Southern Pines, NC 28387

Kevin Mark Clark
Lady’s Funeral Home and Crematory
268 North Cannon Boulevard
Kannapolis, NC 28083

D. Grant Bolt (Grant)
4625 Hickory Creek Drive
Lexington, KY 40515

Michael E. Flannery
A.J. Desmond & Sons
2600 Crooks Road
Troy, MI 48084

Rondal DeMale Bowden
1059 Ben Blunt Road
Ringgold, LA 71068
Vera Martin Bowser
3673 Grahams Port Lane
Snellville, GA 30039
Chris E. Christian
Christian-Sells Funeral Home
PO Box 775
Rogersville, TN 37857

Jason John Fletcher
Eggleston Meinert Pavley
Funeral Home
440 South Coy Road
Oregon, OH 43616
Lewis William MacIntosh
RR #2 Goshen
23 MacIntosh Loop
Argyle, NS B0H 1M0 Canada
James Ramsdell McIntyre (Jay)
6094 Rocky Lane
Harrisonburg, VA 22802

Justin Schultz
Valley View Funeral Home
14660 72nd Avenue
Surrey, BC V3S 2E7 Canada

David Dunham McNeil
Anchorage Funeral Home
& Crematory
1800 Dare Avenue
Anchorage, AK 99515
Beverly J. Meadows
The Good Shepherd Funeral Home
PO Box 476
Montevallo, AL 35115
Dr. Calvin J. Meadows
The Good Shepherd Funeral Home
PO Box 476
Montevallo, AL 35115
Rebecca Anne Montuori (Becky)
Norman Dean Home For Services
16 Righter Avenue
Denville, NJ 07834
Jacqueline L. Rafferty
PO Box 473
Mount Airy, MD 21771
Jerri Jevon Reed
2122 South 24th Avenue
Broadview, IL 60155

Lindsey Katherine Stone
1870 Stuarts Draft Highway
Stuarts Draft, VA 24477
Ralph Edward Williams
Ralph Williams II Funeral Service, PA
5202 Princetons Delight Drive
Bowie, MD 20720
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 

APFSP News and Notes
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, log in
to our website, apfsp.org, to update contact
information, or email your changes to our
office at kgehlert@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 does not
appear on the published list, please let us know
so we can address the situation immediately.
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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 email addresses 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.

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 to
pay online. 

APEX

APEX

continuing education solutions

continuing education solutions

www.apexces.com
“Simply the best affordable C.E.”
800.769.8996
Available online or by mail

www.apexces.com

www.apexces.com

mp ly the be st aff or da b le C .E. ”
Available online or by mail

800.769.8996

800.769.8996

mp ly the be st aff or da b le C .E. ”
Available online or by mail
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.
Thanos Institute
PO Box 1928 • Buffalo, NY 14231-1928
1-800-742-8257
www.thanosinstitute.com
mrizzo@thanosinstitute.com

To advertise in
The Compass,
contact Mike Rickwald at
502.423.7272 or
mrickwald@ipipub.com.

www.apfsp.org

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

www.ipipub.com
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