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Meet the 2010-2012 APFSP Board of Trustees
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)

Published September 2012

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
E-mail Address: 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
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
Web for Members: apfsp.com
Web for Consumers: apfsp.org

I Wish You Enough
Award-winning actor Alan Alda once
said, “The best things said come last.
People will talk for hours saying
nothing much and then linger at the
door with words that come with a
rush from the heart.”
How quickly the six years have flown by since my
election to the Academy Board of Trustees! The
honor bestowed upon me by you, my peers, has
been one of learning and enrichment, especially
the past two years of my being honored to serve
as your president. I have been fortunate to serve
alongside true leaders in funeral service and to
work closely with an executive director whose
actions are paralleled with her desire to see the
Academy grow and gain importance in our
profession. I have developed lifelong friendships
with many funeral-service professionals from
around the country, each bringing to the table
an individual perspective yet working as a whole
to make the Academy relevant to its members,
looking always to the future to shape our organization to meet the needs of a changing society.
My work has been easy. I have always considered
my presidency to be comparable to a horseman
who loosely holds the reins and allows the team
to pull forward. Each of your Board members,
led by the hard work of Kimberly Gehlert, has
done just that.

Arvin W. Starrett, CFSP
APFSP President

I have hopefully encouraged our members to the
actions of dedication and perseverance. I have
attempted to help open our minds to what the
future may hold, all the while admitting that there
are many traditions that have served us well. I have
tried to admonish practitioners to let go of those
things that may no longer be of relevance to the
families who call upon us and urged them to cling
to those things that are the rudiments of what have
made our profession great. Mostly, I have desired to
be a voice of encouragement and renewal, realizing
that lifelong learning and education are the keys to
the future success of our members, their firms and
funeral service as a whole.
I leave behind a strong Board of Trustees, each
of whom is committed to both the work of the
Academy as well as the future of our chosen profession. They will serve you well.
I close with a proverbial goodbye, the author of
which is unknown: “I wish you enough sun to
keep your attitude bright. I wish you enough rain
to appreciate the sun more. I wish you enough
happiness to keep your spirit alive. I wish you
enough pain so that the smallest joys in life appear
much bigger. I wish you enough gain to satisfy
your wanting. I wish you enough loss to appreciate
all that you possess. I wish you enough hellos to
get you through the final goodbye.”
Vaya con Dios! 
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WAITING FOR THE
ECONOMY
TO CHANGE?

While you’re waiting, your competitors are
changing their economy. They’re targeting
APFSP members who make purchasing
decisions in this multi-million-dollar industry.
And these members actively read this
publication like you’re doing right now.

WANT TO INFLUENCE THEIR
BUYING DECISIONS?

Then contact Jerry Stains at 502.423.7272 or
jstains@ipipub.com immediately!

www.ipipub.com
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Congratulations to the New Board of Trustees
You have elected three new trustees to serve on your APFSP
Board. They are Ruthann Brown Disotell, CFSP, of Clinton, New Jersey; John W. Evans, CFSP, of Norwalk, Ohio;
and Donald B. O’Guinn Jr., of Clio, Michigan.
The new Board members were invited to attend the Board of Trustees
meeting on October 7, 2012. They will be installed to serve on the
Board on October 8, 2012, in Charlotte, North Carolina.
Each of these new trustees brings a unique set of skills and diverse experience to your Board. They will serve on the Board until October 2016.
Ruthann Brown Disotell, CFSP, of Clinton,
New Jersey
Ruthann is a celebrant and a trade funeral director/
embalmer who owns Celebration of a Lifetime in
Clinton, New Jersey. She has degrees from the American Academy McAllister Institute of Funeral Service
and the Dallas Institute of Mortuary Science, as well
as certifications including the Dinair Certified Airbrush Makeup Artist,
NFDA Certified Preplanning Consultant and Certified Celebrant.

John W. Evans, CFSP, of Norwalk, Ohio
John is a Lifetime member of the Academy who is
the owner of the Evans Funeral Home in Norwalk,
Ohio. He is the current immediate past president of
the Ohio Funeral Directors Association and is very
active in his community. John holds degrees from
the University of Redlands and Cypress College,
both in California.
Donald B. O’Guinn Jr., CFSP, of Clio, Michigan
Don is the owner of the O’Guinn Family Funeral
Homes in Clio, Michigan. He has been an NFDA
Pursuit of Excellence winner and an MFDA Excellence in Funeral Service Award winner 14 times each.
Don holds a PhD in forensic sociology from the University of Arkansas, as well as a master’s degree from
Texas Christian University and bachelor’s degrees from the Cincinnati
College of Mortuary Science and Michigan State University. 

FNA’s Biennial International Embalming & Reconstructive
Surgery Conference for Professional Embalmers
J. Williams, CFSP; Robert G. Mayer, CFSP; Karl
Wenzel, CFSP; Pierre M. Fugere, CFSP; and Craig
Caldwell. Exhibitor speakers were Jim Brown of
Mid States Professional Service and Craig and Irwin
Maltz of Shiva Shade. Exhibitors included Fraley
Funeral Supply/Hydrol Chemical Company, the
Dodge Company, the American Society of Embalmers, the Pittsburgh Institute of Mortuary Science,
Mid States Professional Services and Shiva Shade.
SPRINGFIELD, Missouri — Fountain National
Academy (FNA) wrapped up its second International Embalming & Reconstructive Surgery Conference August 2-5, 2012. The conference attracted
more than 70 embalmers from four countries and
25 states. The conference theme was “Dedicated
to the Value of Open Casket Viewing.” Founder
Vernie R. Fountain, CFSP, carefully selected 12
top-notch speakers from the United States and
abroad, plus two exhibitor speakers, to deliver highly
specialized, technical presentations to attendees.
The conference focused on teaching the embalmer
how to restore trauma cases from the most minor
and most extreme examples to allow open casket
viewing. The Vernie Fountain conference presenters included Jack Adams, CFSP; Steven Labrash,
CFSP; Glyn Tallon, CFSP; Fred Vande Vusse; Dr.
Jacqueline Taylor, CFSP; Bryan Allison; Melissa

A highlight of this year’s conference was a very
fun and lively live auction to benefit the new
FNA Scholarship program. Its purpose is to assist
licensed or qualified embalmers with funds to be
used toward continuing education in the area of
postmortem reconstruction. Funds can be used
to attend state and national conventions and other
seminars where course content is geared toward
restoring the deceased to a viewable state. More
than 100 donated items were auctioned, raising
almost $9,000.
The guests of honor at the opening session were
John R. Brayboy, president of Mid-America College of Funeral Service; Dr. Jacqueline Taylor,
executive director of New England Institute at
Mount Ida College; and Melissa Johnson Williams, CFSP, executive director and co-founder of
the American Society of Embalmers. These guests,

along with FNA Ambassador to Canada Karl
D. Wenzel, CFSP, all received the FNA Distinguished Professional Service Award, FNA’s most
distinguished honor.
Don Otto, executive director of the Missouri
Funeral Directors & Embalmers Association
(MFDEA), and John Pautz, president of MFDEA,
were present and welcomed the group on behalf
of MFDEA. At the end of the opening session,
Mr. Fountain was surprised when he was awarded
a proclamation from the mayor of Springfield,
Missouri, recognizing the achievements of Fountain National Academy and the International
Conference. Other conference highlights included an opening night reception, a group lunch,
a Friday-night cocktail hour with dinner and
entertainment and the Saturday-night auction.
The next FNA International Conference is scheduled for 2014.
Interested parties are welcome to follow the fun, join
the conversation and check out our photos on Vernie Fountain’s Facebook page or @verniefountain
on Twitter. For information, you can e-mail Vernie
R. Fountain at vrfountain@earthlink.net, call
(417) 833-5130 or visit www.fnacademy.com. 
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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 2012 issue. Please help us congratulate these members for their hard work!
Avery Hazen Aker
R.D. Lindsay Windsor
Funeral Homes
PO Box 2218
Windsor, NS B0N 2T0 Canada
Cristina Maria Camacho
Steil Camacho Funeral Home
206 East Harriet Street
Darlington, WI 53530
Pierre-Maxime Fugere
Rideau Memorial Gardens
4239 Souces Boulevard
Dollard-des-Ormeaux, QC H9B
2A6 Canada
Evelyn Denise Grogan (Denise)
207 Tweed Drive
Madison, AL 35758

Tiffany A. Hofer
Reck Funeral Home
PO Box 144
Miller, SD 57362

Christopher Robert Ross (Chris)
Woodfin Funeral Chapel, Inc.
1488 Lascassas Pike
Murfreesboro, TN 37130

Gerald Owen Lutz (Jerry)
272 Circle Drive
Lake Echo, NS B3E 1C2 Canada

James Charles Strabler
6006 Tournament Drive
Waterville, OH 43566

Elroy Mattatall
Cole Harbour Funeral Home
and Crematorium
1234 Cole Harbour Road
Cole Harbour, NS B2V 1N2 Canada

Steven Russell Wilk (Steve)
Kaul Funeral Home
27830 Gratiot Avenue
Roseville, MI 48066

Christopher Bryant Miller (Chris)
Thomas Miller Mortuary
1118 East Sixth Street
Corona, CA 92879
Joseph Ladd Pulliam (Ladd)
Jones and Son Funeral Home
PO Box 449
Richton, MS 39476

LeRoy P. Wooster
9 Buckingham Drive
Berlin, NJ 08009

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 

Brandon Matthew Wylie
Wylie Funeral Home, PA
9200 Liberty Road
Randallstown, MD 21133

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.)
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Daniel Kazys Baltramonas (Dan)
Platteville, Wisconsin

Rosemarie Ann Forsberg
Nipawin, Saskatchewan, Canada

John Robert Kassai (Bob)
Woodland Park, New Jersey

Teresa Lynne Valiquette
Brampton, Ontario, Canada

Ronny Bourgeois
Trois-Rivieres, Quebec, Canada

Cyrise Renelle Hall *
Brampton, Ontario, Canada

Eddie Anthony Papel (Tony)
Murrells Inlet, South Carolina

Nicole Charlet Wilcher
Clinton, Louisiana

Jonathan Lamar Brogden
Asheville, North Carolina

William Ray Hardee (Billy)
Shallotte, North Carolina

Althea Ellen Pringle
Meridian, Mississippi

Jennifer Lynn Wildeman
Nipawin, Saskatchewan, Canada

John Louis Burgess
Kerrville, Texas

Haylee Harris-Hill
Morrilton, Arkansas

Mark Anthony Ratliff
Flatwoods, Kentucky

LeRoy P. Wooster
Berlin, New Jersey

Melody Kay Buxbaum
Sidney, Montana

Colin Jeffrey Haskett
Lucan, Ontario, Canada

William L. Schichtel (Bill)
Lakeland, Florida

Mischa Zeltner
Amherst, Nova Scotia, Canada

Karen Lynn Campbell
Stedman, North Carolina

Thurman Higginbotham
Inglewood, California

William H. Stovall III (Bill)
Charleston, South Carolina

Brian Russell Edgerton
Myrtle Beach, South Carolina

Lisa Nata Hughes
Ponchatoula, Louisiana

Gillian Erin Taggart
Brampton, Ontario, Canada
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APFSP Honors Legacy Fellows

The Academy of Professional Funeral Service Practice has recently honored several members as Legacy
Fellows in the APFSP Legacy Endowment Fund for their generosity and commitment to continuing
education and lifelong learning.
Sumner Brashears, CFSP – Huntsville, Arkansas

Sumner is a Lifetime member, a Certified Funeral Service Practitioner and
an APFSP Ambassador, and he has been a member of the Academy since
1976 — its founding year. He is a funeral director, a community leader,
a civic leader and a caregiver. Sumner served as president of the National
Funeral Directors Association in 1994-1995. He also served on the APFSP
Board of Trustees in 1994.

Jay Steele, CFSP; Mary Steele, CFSP; and Jason Steele, CFSP –
Pineville, Kentucky

Jay and Mary are both Lifetime members and Certified
Funeral Service Practitioners
with the Academy of Professional Funeral Service Practice, having been members
since 1997. Jason is also a
Lifetime member and earned
his Certified Funeral Service
Practitioner designation in
2000. The Steele family owns and operates Arnett & Steele Funeral
Home, Inc., 106 South Cherry Street, Pineville, Kentucky. Jay is a 1974
graduate of the Kentucky School of Mortuary Science and is a licensed
funeral director and embalmer in Kentucky and Tennessee. His wife,
Mary, is a registered nurse and a licensed funeral director and embalmer.

Mary was the recipient of the National Funeral Directors Association’s
2007 Initiative Award, which is given each year to a woman who has
shown outstanding contributions to funeral service, and she currently
serves as president of the Funeral Directors Association of Kentucky. 
About APFSP and the Legacy Endowment Fund
Incorporated in 1976, the Academy of Professional Funeral Service Practice is one
of the oldest organizations providing a program for professional 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, professional 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 accepts donations from all eligible sources for
the purpose of promoting education in funeral service and mortuary science. The
Board of Trustees of the Academy grants scholarships and makes 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.

TECHNOLOGY TIPS
by Robin Heppell, CFSP

Social Media: Minimum Effort
Social media are wastes of time — especially
if you are using them wrong.
There is so much hype about social media
today from “social media consultants” and
from the press (they love writing about
funeral homes using social media). The
problem is that the big claims are not substantial enough for you to drop everything
and solely focus on social media.
As I have mentioned before, social media
(and most technologies, for that matter) are
just tools of today. I am not saying that you
should avoid social media altogether, but
just use them for what they are — tools to
build relationships. Don’t forget, funeral
service is a RELATIONSHIP business — it
has been for more than 100 years and will
continue to be for many more to come.
Social media, though, have a place in
your overall marketing strategy, but it’s a
standalone strategy.
The reason why I want to share this article
with you is so you can have a documented
plan to get the most out of social media in
the most efficient way. Also, I don’t want
you to waste hours, days and weeks of time
trying to figure it out, because I’ve done
that for you. I’ve experimented, tested and
conducted case studies. I’ve connected with
thousands of people on Facebook, Twitter and LinkedIn. I have also ticked a lot
of people off and lost hundreds of friends
— “Dude, lay off all of that DEAD and
FUNERAL stuff!” Because of this, I have
created for myself a very balanced and
easy-to-implement strategy to grow your
status in your online community — without upsetting the masses — so that you
can be seen as the local funeral expert in
your community.
I will share this strategy with you in this
two-part article series, but I know that
there are people reading this and are hoping
that I can tell them that you can forget all
about social media because they hate them
or technology (or maybe they just don’t
like live people). So for them — and for
8
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everyone — this first strategy is one that
everyone should implement. If you implement this, you will receive more traffic to
your website from Facebook than any other
source — even more than Google and the
other search engines — all without having
any Facebook presence.
Here’s what you need to do...
At the end of every arrangement, ask this
question to the family: “Are any of you or
any other family members on Facebook?”
Stats indicate that at least half the people in
the arrangement room will say “Yes.” Then
you say this: “We have found that posting
the obituary link from our website on your
Facebook profile is one of the easiest ways
to notify people about the upcoming service; plus, you will be amazed at all of the
heartfelt condolences that you will receive.
All that you have to do is copy the link
from the online obit and paste it into your
status update box, or simply click the blue
Facebook Share button at the bottom of
your dad’s obit.”
That’s it! This strategy will drive 10 to 100
times more visitors than just you posting
the obit link on your Facebook page. So, if
you just want to drive traffic to your site and
not be involved in social media, then you
can stop reading this article and apply this
to every arrangement that you conduct —
even immediate cremation families.
Now, if you want to want to get the most
out of social media and be seen as the local
funeral expert, continue reading (but still
apply the above strategy)...

Account Setup

When creating your social media accounts,
you want to create an online brand for you
and your company, and you want to make
sure that it is consistent. Choose one photo
that you will use on all of your accounts. The
best is a picture of you or the staff with nice
smiles; in a distant second would be your
logo; and deep in last place would be your
building. Remember, this is a social network

— I always say, “People make arrangements
with people, not logos or buildings.”
Next, make sure that you use a consistent
username on all of your accounts if possible. The username shouldn’t be any longer
than 15 characters. There are two sites that
will check many of the social networks
for availability: http://namechk.com and
http://checkusernames.com. You can register for the popular social networks right
from these sites.
The first account to create is a Gmail
account for two reasons. First, so that
you have a single repository for all of your
account signup and password information
for your social networks. Also, even though
Google+ is in fourth place when it comes
to social networks, it is a necessity to set
up your Local Business page and will only
become more relevant in the future as
Google has gone “all in” with this network.
These accounts make up the essential social
networks that you should create.
LinkedIn: Most people think that Facebook
is the first place to start, but if someone was
just going to create accounts and not work
them, LinkedIn is the horse to bet on, as
you are not expected to be socially active in
LinkedIn, although you can be if you want.
First, you create your account and a personal
profile. It is like an online résumé or CV. Go
through the process of completing your profile, and add as many people to your network
as possible. LinkedIn is the businessperson’s
Rolodex, so you want to make sure that you
get in as many people’s Rolodexes as possible
— just in case they need a funeral director at
some time in the future.
Then create a company profile for your
funeral home. Once this profile is completed, make sure that all of the staff members
create LinkedIn profiles, and connect them
with the company profile. Make sure that
you and your staff members become firstdegree contacts with each other.

for Maximum Effect
Facebook: If you aren’t on Facebook yet, you
should be. It is the largest social network in
North America and has members from all
age ranges.
You will first have to start with your personal
profile. If you are new to Facebook, you can
backdate as much information as you want
— all the way back to the day you were born.
It is up to you how much personal information that you put on Facebook. You should
put enough on so that people from school
and your community can find you and connect with you. My rule of thumb is that, if
the general public knows the information
already, like marital status or religion, then
that’s OK. If you hide that stuff from real
people, then you wouldn’t want to put it on
Facebook. Remember, the more people can
connect with you or find things in common
with you, the more they will get to know you,
like you, trust you and, when the need arises,
do business with you.
Then you should create your business page
(formerly called a fan page). This is where
people will “like” your firm’s page. Put as
much information about your company on
this page as possible. Add pictures and videos
from your website. Add links to your website
for helpful information, resources, guides,
etc. In Part 2 of this article, I will explain
how to automatically add obituaries to your
Facebook Page.
Warning — Controversial Strategy: What
I am about to instruct you to do flies in the
face of the social-media experts — but, then
again, they’re not one of us. Most would say
use your page, get as many likes as you can,
and work your page. I disagree! I suggest that
you use your personal profile to connect with
as many people in your area — remember,
people make arrangements with people, not
buildings or logos. On your personal profile,
just be another member of the community
(I will explain this in more detail in Part 2).
And when you want to share some business
information, post it on your company page
(which increases the page’s activity), and then
mention it on your personal profile. This way,

it isn’t in the face of all your friends, but it’s
referenced, and they can check it out further
if they wish.
Twitter: I suggest having two accounts to
start, but it is best to have three. One for
your obits stream, one for your company
brand and then the third optional one for just
personal use.
With the obit Twitter account, there are some
real advantages for exposure; especially for
some of you who are near the Canadian/U.S.
border, where there are tough winters, and
a lot of the people may snowbird and spend
their winters down in Florida, California
or Arizona. They may come to your website off and on to see who died over the
winter, and now the hip people can say, “I
can follow the funeral-home obituaries on
Twitter? Awesome!”
Google+: Since you’ve already created your
Gmail account, you have probably already
been prompted to create a Google+ profile.
At this time, that is all that I want you to do
with it — don’t worry about adding people
to Circles and all of the other stuff. Google+
is still in its infancy, so don’t burden yourself
with it. Once you have built out all of your
other networks, then you can dig deeper into
your Google+ personal profile.
But, before you leave Google+, you should
create a company page. This can be populated
with the same information that you added
to your Facebook page. The main reason to
do this Google+ stuff though is to link your
company page to your Google Local Page
(formerly Google Places). This is very important, as this will help your Google ranking
(and hopefully get more calls).
As I mentioned earlier, I think, over time,
Google+ may get some more traction, but for
now, you should just use it as a tool to help
your Google rankings.

(with your profile — not page) and 500
Twitter followers.
In Part 2 of this article, you will discover the
tools that you can use to automate a good
portion of your social media plan. Also, I will
show you how and where to gather information that you can share to position yourself
as a local expert on the topics of death, grief,
funerals and cremation. I will also lay out a
weekly and daily plan that will take you or
your social-media staffer only about 20 minutes a day. Make sure you get your accounts
in place so that you’ll be ready to execute your
plan. See you in the next issue. 
Robin Heppell, CFSP, 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,
be more profitable, and provide the best possible service
for the families they serve. For more information on
Funeral Futurist Websites, visit http://www.Funeral
FuturistWebsites.com.

Before ending this article, I want to challenge you to build your networks: 500
LinkedIn connections, 500 Facebook friends
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READY FOR TAKEOFF
by Frank Kaiser, President and CEO, Eagle’s Wings Air

The air transportation of human remains keeps getting tougher. Here is a
look at some of the key reasons why.
You’ve likely noticed that the world of aviation and commercial passenger travel continues to grow more complex, challenging
and stress-inducing these days. And outside
of maybe spending a bit more for a plane
ticket or a bit longer in the security line,
you may not notice how these significant
changes taking place affect you as a funeral
service professional. That is, of course, until
you need to manage the air transportation
of human remains to another part of the
country — or even the world.
In today’s environment, funeral directors
face enough challenges in providing quality, focused and personalized service to
their client families as it is. Determining
the appropriate air transportation solution
(we call that logistics) for human remains
often presents an additional challenge for
both the shipping and receiving funeral
homes. Someone is managing the relationship with the client family, and professional
reputations are on the line for everyone
involved. Shipping human remains efficiently, expeditiously and cost-effectively is
even more of a challenge, especially as airlines specifically and the aviation industry
as a whole continue through an extended
period of transition.
The reasons behind this extended period of
transition are many. Here is a look at the
major driving factors behind the changes
currently taking place in the airline industry:
Airline consolidation = fewer options.
United and Continental. Delta and Northwest. Southwest and Air Tran. US Airways
and America West. American and TWA.
The industry has seen a wave of mergers and
acquisitions during the past several years,
with these just a few examples. Airline
consolidation presents new logistical challenges for funeral directors when finding
the best possible transportation solution to
ship human remains.
Flight reductions = decreased capacity.
Fewer airlines means fewer flights, as merg-
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ing or consolidating airlines decrease flight
options that are now suddenly deemed to be
redundant. When you’re dealing with something as incredibly time-sensitive as the air
transportation of human remains from one
point to another, having fewer flight options
can be a big deal and a big headache.
Staffing reductions and outsourcing =
decreased customer service. Fewer airline
options because of mergers and consolidations lead to fewer flight options. Fewer
flight options inevitably lead to fewer airline
company personnel and more outsourced
employees at airport cargo warehouses.
Noticing a pattern yet? As the airline industry moves toward realizing greater efficiencies, people just like you — needing to
move human remains quickly, but with
dignity and respect — often feel the impact.
The fewer company employees there are
representing these airlines to help you do
that, the harder it can be to have it done
the right way.
Increased aviation security regulations =
more complexity. Everyone’s favorite topic,
right? The changes mandated by Congress
and implemented by the Transportation
Security Administration (TSA) during the
past four years have been far-reaching and
often confusing to funeral service professionals. I’m happy to report the dust has
settled for the time being, but we should
expect more changes in the future. Details
are “classified” as Sensitive Security Information (SSI), but I promise to keep our
profession advised when able.
Add all of this up, and it’s easy to see
why many funeral directors might find the
prospect of having to secure a flight and/or
manage the headaches associated with any
problems in-transit a distasteful task.
The good news? (Yes, there is good news.)
EWA has been managing corporate-level
relationships with our airline partners for
close to five years. Our ongoing advocacy efforts on behalf of the entire funeral-

service profession have sought to raise
awareness regarding service concerns and
help our profession fight for more capacity
in order to better serve your client families.
EWA continues to strengthen our service
model and make investments to not only
protect your reputation but also ultimately
make your job easier. We understand that a
loved one is more than just cargo — and we
are working hard to dedicate the resources
necessary to keep this an efficient and wellmanaged process. Not everything can be
downsized or automated, and the delicate
transportation of human remains is a perfect example of that. 
About the Author
Frank Kaiser is the president, CEO and co-founder
of Eagle’s Wings Air (EWA), the nation’s leading
logistics provider to North American funeral homes
and shipping services. The firm, founded in 2007, is
one of the fastest-growing companies in the funeral
service community as it continues to enhance its
one-call service model through the addition of new
team members and new products and services. By
combining Kaiser’s airline experience with the
funeral service experience of company co-founder
Dave McComb (co-owner of D.O. McComb &
Sons of Fort Wayne, Indiana), EWA is uniquely
positioned to provide the highest quality service to
funeral service professionals when it comes to managing the delicate and important details associated
with the air transportation of human remains.
To learn more, visit www.CallEWA.com or call
(866) 550-1EWA (1392).

CFSP Family Cards

Are You Promoting Your Designation?
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. 

APFSP News and Notes
Confused About Your Login Credentials for the Academy Site?
It’s Easy, Really!
We automatically default your login ID to
the e-mail 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 e-mails
you may have shared with us in case
our records reflect your home or business
e-mail 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
e-mail address you prefer by updating your
contact information.
Has Your Address Changed?
Don’t forget to notify us of any changes in
your address, phone number, 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.

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 each
week on Monday mornings. If you discover
someone has used the CFSP designation, but
he or she does 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 required
continuing education requirements. 
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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 solutions
how your association
continuing education

continuing education solutions

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

can have its own magazine,
contact Aran Jackson at
502.423.7272 or
ajackson@ipipub.com.

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
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

