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Meet Our Board Member
                Scott Sheehan, President  

Currently I work for:  Evergreen Washelli, in my 20th year

Education: Not nearly enough!  Formally, attended college in Montana 
and Graduated from the Funeral Service Education program in Oregon.  
Thankfully, I discovered that I enjoyed learning and that is was fun, when I 
made it to college.  I made it out of high school because they couldn’t wait 
to get rid of me.  Because of my epiphany in college that I not only could 
learn but enjoyed it, I have been a lifelong learner since that time.  I do 
enjoy gaining a broader understanding, and “attempting” to learn or gain 
insight from a fairly wide array of subjects.  
                              
Family:  Married with three daughters.

Most profound moment in my career: Not sure there has been a sin-
gular most profound moment.  I believe anybody that has been actively 

engaged in our profession have compiled a wide array of “moments”.  One that jumps out to me:  I was 
fairly new in my career and I was making arrangements in Montana with a 93 year old woman for her 
husband that had just died.  She had been married 70+ years. She looked at me with great sincerity and 
said “I never really thought this (the death) could happen”. She was a bright, vibrant individual and she 
made this statement with the utmost honesty and sincerity.  As a young director, I found myself thinking;  
really, you are 93 and you didn’t think this could happen?  Now many years later, I better understand her 
perspective.  I blinked and have found myself realizing that I have been associated with funeral service 
for over 30 years and recently celebrated my 31st wedding anniversary this past year. She made me think 
about “perspective” those many years ago and I still find value looking at, and trying to understand life 
through the lens she had so many years ago. Life is incredibly short.  

When I’m not working I like to:  I enjoy working with my hands in a variety of ways, wood, metal, proj-
ects of all sorts.  I enjoy cars, motorcycles, reading and  learning. Fitness has been a big part of my life 
for many years, I enjoy being active and attempting to stay reasonably healthy.  I greatly value time and 
activities with my family.  

Something most people don’t know about me:  I worked in the Wyoming oil fields in the early 80’s.  
Best thing that ever happened; I got my right foot crushed on the Oil Rig, while recovering, had a few mo-
ments of clarity and made the decision to jump back into school and attend the Funeral Service program 
in Oregon.

Advice to others in this profession: The more time that goes by and the more I “learn” or better said, 
the more I think I “learn”, the more I understand how much I truly don’t know.  I would suggest that we 
all need to attempt to learn from one another, from others in our profession and we also need to find re-
sources that allow us to gain insight from the wide array of consumers we are serving.  Their “consumer” 
perspective, beliefs, buying preferences, and decision making processes outside of funeral service have 
a significant impact on what and how they view and value our present offerings.   
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2017 Spring Conference Recap
“Back to Basics - Be the Catalyst of Positive Change. 

Become a Difference-Maker.”
Wednesday, March 22, 2017

Thank you to everyone who attended the WCCFA Spring Conference!

Attendees learned how to create positive connections, the importance of first im-
pressions, trust and relationships, and how to bring customer service to the top of 
the priority list!

THANK YOU TO OUR CONFERENCE SPONSORS!
Quiring Monuments - Platinum Event Sposor

BronzeCraft Memorials - Morning Break Sponsor
Coldspring - Morning Break Sponsor

Sightlife - Lunch Sponsor
Dignity Memorial - Lunch Sponsor

BioManagement Northwest Inc. - Afternoon Soft Drink Sponsor
Premier Memorial - Afternoon Snack Sponsor

The Davey Tree Expert Company- Good Guy Sponsor

Click HERE for the agenda
Presenter Bio’s and pictures Click HERE

https://www.monuments.com/
http://www.coldspringusa.com/
https://www.sightlife.org/
http://www.dignitymemorial.com/en-us/index.page
http://bionw.com/
http://www.premiermemorial.com/
http://www.davey.com/
http://files.constantcontact.com/76b64240601/19c2d275-4c64-4461-abaf-7f3a0da0c14f.pdf
http://files.constantcontact.com/76b64240601/861d5ce3-e324-4c90-b7a1-506e3aa9e291.pdf
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Check Out Our New Website! WCCFA.ORG

We are thrilled to announce we have a new and improved website! Please take a 
moment to check out the new layout and functionality at www.wccfa.org!  Please feel 

free to let us know your thoughts and feedback by emailing wccfa@aminc.org.

http://www.wccfa.org
mailto:wccfa%40aminc.org?subject=
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Thursday - Saturday, August 17-19, 2017
Northern Quest Resort

100 N. Hayford Road, Airway Heights, WA 99001

2017 ANNUAL FALL CONFERENCE

Announcements & Events
Mark Your Calendar

Thursday, August 17th, 2017

• Annual Golf Tournament to be held at the Indian Canyon Golf Course. The cost 
is $100 which includes the green fees, cart, boxed lunch and prizes. Tee time to begin 
promptly at 9:30 am. Transportation can be provided by the hotel.

• Batesville Tour & BBQ – 1 hour ceu will be provided to those that may need it. 
There is no cost to this event, but we require that you RSVP the number of people that 
will be attending.

• Supplier Hosted Reception – There is no fee to the general membership (non-sup-
pliers) for this event, we do, however, require that you RSVP the number of people that 
will be attending from your firm. There will be cocktails and very light hors d’oeuvres.

Friday & Saturday, August 18th & 19th, 2017

CLICK HERE for the full conference itinerary

If you haven’t already registered we urge you to do so now! Registrations can be found at 
http://www.wsfda.org/events/upcoming-events/. 

The cost to members is just $380 which includes attendance to all of the conference meet-
ings, exhibits, meals and continuing educational credits. 

The golf tournament, ballgame and wine tasting events are separate items. 

If you cannot make it for the entire event that consider coming for just a day, the cost is just 
$190 for members!

http://www.wsfda.org/events/upcoming-events/
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1/2 Price 2017 Sponsorship Opportunities

  $1,250  Platinum Package      $3,400 Value!  
   -Company Logo linked to your website on Home page for 2017 Platinum Sponsor
   -Company Logo on all 2017 Communications as Platinum Sponsor
   -Annual CEU Education Social Sponsorship
   -2017 Membership Directory Advertisement
   -2017 Annual Membership Dues
    -Business Card Ad in quarterly Newsletters for all of 2017                            

            -Your company as the subject of a feature article in one quarterly newsletter

  $900 Gold Package             $2,500 Value!  
   -Company Logo linked to your website on Conferences page for 
   2017 Gold Sponsor
   -Company Logo on all 2017 Communications as Gold Sponsor
   -2017 Annual Membership Dues
   - Business Card Ad in quarterly Newsletters for all of 2017                            
   -Your company as the subject of a feature article in one quarterly newsletter

 
   $750 Silver Package            $2,000 Value!
    -Company Logo linked to your website for 2017 as Silver Sponsor
     - Membership Page for 2017 Silver Sponsor
    -Company Logo on all 2017 Communications as Silver Sponsor
    -2017 Annual Membership Dues
     -Company Logo in Quarterly Newsletter for all of 2017

   
 $550 Bronze Package   $1,650 Value!
    -Company logo linked to your website as 2017 Bronze Sponsor
     -Company Logo on all 2017 Communications as Bronze Sponsor
     -Annual CEU Education Social Sponsorship
     -2017 Annual Membership Dues
   -Company Logo in quarterly Newsletter for all of 2017

INTERESTED IN BECOMING A SPONSOR?  CLICK HERE!

http://events.constantcontact.com/register/event?llr=uzks4zhab&oeidk=a07edlblw8mbb85165d
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Industry Spotlight: Jane Cushman
Recognizing Great Work

Jane started on her 
path to becoming a 
funeral director upon 
moving to Portland, 
OR from Saint Louis, 
MO in March of 2008.
She became fully li-
censed the year after 
graduating from Mount 
Hood Community Col-
lege in 2011. She in-
terned and apprenticed 

at Gresham Memorial Chapel in Gresham, OR.
She is fully licensed as a Funeral Director and 
Embalmer in both Washington and Oregon.
Jane finished her mortuary program sec-
ond in her class receiving a special 
award for her nearly perfect A record. 

She’s authored several published arti-
cles on funeral related subject matter, as 
well as winning an international NASA De-
sign Award for developing a safety prod-
uct that helps prevent hypothermia. 

Jane came to work for Einan’s last year and 
has been a huge asset to the Einan’s fam-
ily. Not only is she a great funeral direc-
tor and embalmer but she is also extremely 
talented in marketing. Her biggest “side” 
project has been putting together an infor-
mational guide on funeral service. It is sched-
uled to print this month. She’s also playing a 
huge role in managing our website. Here is 
what some of our families say about her…

“Jane made me feel taken care of 
and gracefully handled the cha-
os of relationship issues in my family.”

“Jane, I think you did an outstanding 
job shepherding us through the intrica-
cies of final arrangements. Everything 
went perfectly. Thank you very much! 
You made a difficult time manageable.”
Jane is fanatical about nutrition and had 
she not decided to become a mortician 
would no doubt have become a doctor or 
veterinarian (according to her husband). 

When asking her husband, Dwight Cushman, 
he said it best… She is kind, gentle and lov-
ing, exercising tremendous patience and com-
petency in all that she does. I couldn’t say it 
better myself. Thank you Jane for choosing to 
be a part of the Einan’s family, we are grateful 
to have you part of the team. Your hard work 
and dedication deserves to be recognized!

 

If  you work with someone that deserves to be 
recognized for all of their hard work please sub-
mit  a  few paragraphs as to why you believe 
they go above and beyond and a  picture of 
the candidate.  Each quarter we will select one 
winner to be featured in the next newsletter!

If you have any questions please feel free 
to reach out to the WCCFA office at  1-877-
460-5880 or email us at wccfa@aminc.org

mailto:wccfa%40aminc.org?subject=
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Inside Out Important Lessons for Grieving Children & Adults
    whatsyourgrief.com

If you’re wondering whether Pixar’s new-
est movie Inside Out will make you cry, the 
answer is maybe.  I know because I saw it a 
few days ago, thanks to Discount Tuesdays 
at the local movie theater and two very bored 
children (we’re on week two of summer va-
cation people, things are not looking good).

I’m not a particularly weepy person save for 
the occasional down day, random remind-
ers of my deceased mother in the grocery 
store, when I get all the way home before 
realizing I picked up the wrong carry out or-
der, and when watching an especially rous-
ing musical number.  So you see, I only 
cry for the best most important reasons.

Being the tough girl that I am, I didn’t think 
Inside Out would make me cry. I managed 
to hold strong for about 95% of the film, but 
there was this one part….well…I won’t spoil it 
for you, but it made me very sad. My 5-year-
old noticed the tears running down my face 
and immediately notified her 8-year-old sis-
ter.  Obviously, they were both horrified.  For 
the remainder of the movie every time some-
thing even remotely sad happened my kids 
would sneak looks at me, making sure I had 
myself under control.  So yes, you too may 
cry in front of your children and that’s okay.

I typically don’t like writing about movies, but 
the message of Inside Out is so spot on for 
anyone who’s experienced a loss or gone 
through a tough transition that I almost feel 
like covering this movie is in my job descrip-
tion.  Before our adult readers dismiss what I 
have to say, I want you to know this movie falls 
among a handful of movies that transcend what 
you typically expect from animated movies. 

On the surface these movies are made for chil-
dren with their beautiful animation andI typi-
cally don’t like writing about movies, but the 
message of Inside Out is so spot on for any-
one who’s experienced a loss or gone through 
a tough transition that I almost feel like cov-
ering this movie is in my job description.  Be-
fore our adult readers dismiss what I have to 
say, I want you to know this movie falls among 
a handful of movies that transcend what 
you typically expect from animated movies.

I’m horrible at summaries and synopses 
(that’s the plural of ‘synopsis’, I looked it up), 
but I want to convey to you why this movie is 
great for children who’ve experienced losses 
of any kind.  I’ll try not to include many spoil-
ers but proceed with caution if you want to 
see the movie with completely fresh eyes.

There are different emotions and 
they have names

Even adults can struggle to name their emo-
tions from time to time.  In my experience, 
children are seldom cognizant of the ebb 
and flow of their feelings or the idea that 
they have many different emotions rattling 
around in their cute little brains . Inside Out 
is essentially told from the perspective of 
the main character 11-year-old Riley’s emo-
tions who are personified as the charac-
ters Joy, Fear, Sadness, Anger, and Disgust. 
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Of course humans experience a broader 
range of emotions than just these five, any-
one who’s been through grief can attest to 
that.  The director and his team had to iden-
tify a few key emotional players so they called 
in an expert psychologist, Paul Ekman, who 
helped them hone in on their main characters.  
These characters represent 5 of the 7 emo-
tions which    Ekman says have universal facial 
signs (the two they exclud-
ed were surprise and contempt).

Despite an incomplete line-up of emotions, 
the movie, which depicts the emotions in-
teracting with one another from a con-
trol center in Riley’s mind, helps to frame 
the emotional juggling act that occurs in-
side our brains and how emotions can influ-
ence our perceptions, actions, and reactions.

Sad is not bad

This is an actual plot line, not some abstract 
concept that grown-ups pick up on if they’re 
paying attention. For the majority of Riley’s life, 
the emotion Joy has been in the driver’s seat.  
As she grows older and moves away from her 
childhood home, to the horror of all the oth-
er emotions Sad starts coloring some of her 
memories. Everyone wants Riley to be happy, 
even Sad, and the emotions all believe they 
need to protect her from sadness and pain 
at all costs.  So, as they always have in the 
past, the emotions look to Joy to save the day.

You know the type of person who is al-
ways telling you to “be positive!” and “look 
on the bright side!”?  This is the person 
who is really uncomfortable with things like 
tears and sorrow and they believe it’s per-
sonally their job to take away your pain.

Well, that’s Joy and everywhere you look she’s 
there chasing Sad away.  But Joy isn’t able to 
control things in the way she has in the past 
and throughout the movie Joy, along with the 
audience, has to learn that it’s not only okay 
to feel sad, but sometimes its an important 
and necessary part of being able to feel joy.

P.S. – For those of you who’ve ever had some-
one try to comfort you in your grief by mini-
mizing your sadness or by suggesting you find 
the positive, there’s a scene in here you’re 
going to love. That’s all I’m going to say, let 
me know what you think after you’ve seen it.

P.P.S. – In part of the movie both Joy and Sad 
leave the control center of Riley’s brain and 
so she can only feel fear, anger, and disgust.  
I love that they depicted how disconnected, 
isolated and confused someone can feel due 
to the absence of certain emotions.  This 
could be an interesting conversational start-
ing point for any child impacted by depression.

Inside Out Important Lessons for Grieving Children & Adults
    whatsyourgrief.com
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Inside Out Continued ...  
whatsyourgrief.com

Memories can be both happy and 
sad at the same time

A main crux of this movie is how emotions im-
pact Riley’s memories.  Memories are repre-
sented by colored balls and the balls are col-
ored depending on the memory.  So a happy 
memory is yellow, a sad memory is blue, a dis-
gusting memory is green, you get the picture.  
Throughout Riley’s childhood, most of her 
memories appear to be happy, but then she has 
to move and say goodbye to her friends and 
her home and many of the memories turn blue.

This is one of the movie’s most poignant de-
tails for children who have experienced a 
death or other type of loss.  One of the most 
difficult things about losing someone we love 
is that happy memories we shared with that 
person become colored with a tinge of sad-
ness.  Joyful memories are still happy, but they 
also become a little painful because the per-
son is gone.  The depiction of happy memo-
ries becoming a little blue is one that children 
impacted by loss may be able to relate to.

Conversely, the movie also teaches us that 
moments which start out a little sad can have 
positive value in that they lead to moments of 
love and support, lessons learned, and per-
sonal growth.  One of the final memories Ri-
ley makes in the movie is a mix of both blue 
and yellow and finally the characters were 
all able to see the inherent okayness of this.

The beginning of a dialogue

Emotions are really tricky; they defy definition, 
there’s no consensus on how many there even 
are, and they constantly change.  Also, as adults 
it’s difficult to remember how our emotions were 
felt or understood when we were children. In-
side Out simplifies this concept and illustrates 
emotions in a way that makes it really easy for 
us to talk to kids about their feelings and how 
their feelings might influence their behavior.

Children won’t always pick up on the more com-
plex and subtle messages of a movie so it’s al-
ways helpful for adults to make the most of these 
teachable moments.  Although afterwards it was 
easy for my children to identify who drives their 
emotions in different scenarios, when I asked my 
older daughter why might someone’s memories 
be both happy and sad she seemed a little unsure.  

I had to offer the example of my own memo-
ries of my mother being both happy because 
I love her and sad because she’s gone in or-
der for Evelyn to have a little a ha! moment.  
We wrote a post a while back on making the 
most of teachable moments in different Dis-
ney movies, you may want to check it out.

To read the original article please CLICK HERE

https://whatsyourgrief.com/inside-out-offers-important-lessons-for-grieving-children-and-adults/
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http://www.premiermemorial.com/
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Legislative Update 
By JC Barr

 The alkaline hydrolysis 
bill died quietly in the 
Senate without being 
passed this year. Op-
position was present-
ed that was sufficient 
enough for the legisla-
tion to be dropped in 
this session, although 
we do anticipate it to 
be revived again in the 

future.

Separately, HB 1907 is a bill that was intro-
duced to address the issue of abandoned 
cemeteries with the state. Presently, aban-
doned cemeteries are typically inactive. How-
ever, scenarios may present themselves in 
the future that have a cemetery with clients 
actively seeking burial and the cemetery does 
not have an authority to operate or does not 
have ownership to provide services.
   
Under the new law, when a cemetery becomes 
an abandoned cemetery, records, maps and 
other documents must be transferred to the 
state archives and endowment care funds 
must be transferred to the care of the Depart-
ment of Archaeology and Historic Preserva-
tion. Presumably in doing so, this will ensure 
that future burial can’t still be conducted for 
lot owners. This is a step in government over-
sight that could have interesting outcomes as 
the burial climate changes in Washington.
   
 
As of the writing of this article, no bills are 
considered dead just yet because of the spe-
cial session but it is doubtful anything further 
will be going anywhere.  

Interested in more information regarding     

legislative issues? Please reach out to  
WCCFA@aminc.org

Interested in advertising in 
our quarterly newsletter?

Please call the 
WCCFA office at 
1-877-460-5880 

or email 
wccfa@aminc.org

mailto:wccfa%40aminc.org?subject=
mailto:wccfa%40aminc.org?subject=
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Job Opportunities
Career Updates

Evergreen Memorial Gardens - Funeral Director / Embalmer      

Evergreen Memorial Gardens is a family owned Cemetery, Funeral Chapel and Crematory in 
Vancouver, WA. We are a well-established leader in our profession for over 65 years.  Seeking a 
caring, experienced individual with strong communication skills and someone that works well in 

a team setting.  This person will interact directly with families during their time of need and will be 
responsible for creating and maintaining a premier level of family satisfaction. Must be licensed 
as both a Funeral Director and Embalmer inWashingtonState.  Two (2) years experience is pre-

ferred.  The successful candidate will start work immediately.

Full-time Career Opportunity

Competitive Compensation Package

Excellent Benefits

Profit Sharing Plan

 For immediate consideration please e-mail your resume to Lindsay Fisher: lindsay@evergreen-
memorialgardens.com  or call 360-892-6060

_________________________________________

Odd Fellows Memorial Park - Grounds Keeper

The Odd Fellows Memorial Park Cemetery is looking to hire an entry level part time grounds 
keeper. The Days to be worked are Monday, Wednesday, Friday for 8 hours each day. There will 
be times they will be required to work on a Saturday or Sunday for a period of 4 hours for a burial 

service. These services are scheduled several days in advance.  

The equipment they will use are weed trimmers, backpack blowers, zero turn lawn mowers, a 
small tractor with a trailer and eventually a backhoe. Also will be using various gardening tools. 

Some equipment maintenance such as changing oil and filters.

If you know of anyone in the area that may be interested in this type of work please refer them 
to the Odd Fellows Memorial Park Cemetery office at 3802 Cleveland Avenue SE Tumwater, WA 

98501 Phone # 360-352-8601 Email: oddfellows@qwestoffice.net

mailto:lindsay%40evergreenmemorialgardens.com?subject=
mailto:lindsay%40evergreenmemorialgardens.com?subject=
mailto:oddfellows%40qwestoffice.net?subject=
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Job Opportunities
Career Updates

Licensed Funeral Director/Embalmer - Taking Funeral Service to the Next Level

Einan’s at Sunset Funeral Home 

Location: Richland, WA

Want to be a difference maker and work for a company that takes care of their employees, offers com-
petitive pay, and impacts lives? 

Position Description:
We are looking for a full-time Funeral Director/Embalmer. Qualified candidates must have or be eligible 
to obtain a Washington State Funeral Director/Embalmer license.

Click here to read the full job description.

The Company:
Einan’s at Sunset Funeral Home has been devoted to helping celebrate lives for more than 60 years 
in the Tri-Cities and surrounding region. We are committed to being creative, innovative, open-minded, 
forward-looking and empathetic in meeting the needs of our families.

The Benefits:
· Great pay
· Continuing Education
· Sick/Vacation Leave
· Medical/Dental/Vision/IRA

The Location:
Einan’s at Sunset is located on the beautiful grounds of Sunset Gardens Cemetery in Richland, WA. 
Richland is a place where you can stroll along the Columbia River, enjoy an outdoor concert or find an 
imaginative playground for young and old alike. Enjoy visiting a community that offers fishing, boating, 
and water skiing opportunities as well as antique shops and wineries. The city of Richland is home to 
over 51,000 residents and hosts a medieval renaissance fair, folk-life and music festivals, art shows, 
and an annual classic car and street rod show and other events.

Why Should You Apply?
· Competitive Pay and Excellent Benefits
· Values Based Company Culture
· Growth and Development Opportunities
· State-of-the-art Facilities and Equipment

Interested?  Please contact Holley Sowards today at 509-943-1114 or email resume to: holley@ein-
ansatsunset.com
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We’re proud to serve our community with personal, compassionate care.  
As your Dignity Memorial® professionals, we’re dedicated to helping families create  

a unique and meaningful memorial that truly celebrates the life it represents.

Proudly supporting the Washington Cemetery, Cremation & Funeral Association.

Taking care of  
each other is what 

community 
 is all about.

19 FUNERAL HOMES AND CEMETERIES IN THE GREATER SEATTLE AREA

1-800-DIGNITY   DignityMemorial.com

M7519_5145_Seattle_PNT_Comm_7x9-5_C.indd   1 6/9/17   10:38 AM

http://www.dignitymemorial.com/en-us/index.page


Micah Solomon is a customer service consultant, speaker, trainer, and au-
thor, and was the keynote speaker at our 2017 Spring Conference. Reach him at 
micah@micahsolomon.com or 484-343-5881 or visit his website: http://www.micahsolomon.com
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Micah Solomon

Customer Service In Deathcare: How The Funeral Home Industry 
Cares For The Living

If I asked you to 
name an industry 
that has a particu-
lar focus on cus-
tomer service, you 
might say “hospi-
tality,” or “retail,” 
or even “financial 
services.” I don’t 
know that you’d 
think to mention 
deathcare (some-
times styled “death 
care”), the self-

chosen name of the funeral home-burial-cre-
mation-memorials industry. Yet no industry is 
called on more to address the emotional needs 
of customers in times of stress than this one.

While some of my own work with the death 
care industry as a customer service consul-
tant and consumer trends expert has been on 
innovation in the deathcare customer experi-
ence (methods for serving today’s far-flung be-
reaved customers by using connectivity, vid-
eoconferencing, and recording technologies to 
allow them to take part in memorial/celebra-
tion of life service) most of the work I do in this 
industry and that matters the most, in my opin-
ion, is simply aimed at improving the customer 
experience, which, of course, is for the living.  

Certainly, the image of the funeral industry 
has taken its lumps over the years, in books 
such as Jessica Mitford’s The American Way 
of Death. Yet in my experience consulting 
with the deathcare industry on customer ser-
vice, I have yet to encounter (or, at least, to 
be aware of encountering) the type of char-
latans whom Mitford exposes in her book.

Although there are bound to be exceptions 
in an industry this size (there are more than 
20,000 funeral homes and more than 100,00 
cemeteries in the U.S. alone, and the annual 
economic activity in this sector has been es-
timated to be north of $20 billion), the rule 
here seems to be that the professionals who 
populate this industry wouldn’t be here if they 
weren’t devoted to caring for people in their 
time of need.  (And some, even, are true phi-
losophers of bereavement, notably Thomas 
Lynch, an undertaker and poet whose The Un-
dertaking: Life Studies from the Dismal Trade 
deservedly won the American Book Award.)

Below I speak with three deathcare practitio-
ners, Scott Sheehan of Evergreen Washelli, 
which owns and operates cemeteries and fu-
neral homes in the Seattle area, and Holley 
Sowards and Pat Hollick, both from Einan’s 
at Sunset Funeral Home in Richland, WA, to 
discuss the importance of customer service 
in death care. [Note: I have no professional 
relationship with either of these companies, 
but I have served as the keynote speaker for 
WCCFA, a not-for-profit trade association to 
which both companies belong. Also, credit 
where credit’s due: Thanks to Katie Bohocky 
of Association Management Inc. for connect-
ing me with Sheehan, Holley, and Hollick.]

Micah Solomon: Is customer service of par-
ticular importance in the deathcare industry? 

Holley Sowards: Customer service is an es-
sential discipline in this industry because we 
meet customers at such an intense time in their 
lives. Our appearance, demeanor, and body 
language all play a part in that service experi-
ence and how comfortable families feel with us.

mailto:micah%40micahsolomon.com%20?subject=
http://www.micahsolomon.com
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Scott Sheehan: It doesn’t matter in what as-
pect of death care you work; without customer 
service, you simply don’t have much. Today 
the consumer can make arrangements online, 
they can find graves in your cemetery through 
third-party sellers, they can shop price effec-
tively with just a bit of research. All of this and 
much more can lend itself to a sense of com-
moditization, if you allow it. The people in our 
industry who are passionate about what they 
do, who have the ability to communicate ef-
fectively, to create awesome, unique experi-
ences, make people feel cared for, important, 
and understood, will make a significant impact.

Solomon:  Certainly not everyone  in 
the deathcare industry can share a 
similarly lofty devotion to cus-
tomer service–can they?

Sowards: There are some in our industry 
who don’t have this mindset, I’m sorry to ad-
mit. I can say in my experience that not all 
funeral homes think or act alike. At some 
you can tell immediately that customer ser-
vice is at the forefront; others it’s equally 
obvious that it’s not. I’ve even heard peo-
ple [in the industry] say, “people are never 
gonna stop dying.” That’s a mentality that 
hurts us all today and those are the plac-
es that won’t be in business in the future.

Solomon: Do market forces make cus-
tomer service even more important?

Sheehan: Here’s how I think about it: The 
consumer who comes to our industry, who 
has been affected by a recent death, is 
the exact same person that in the past few 
weeks has likely made purchases through 
Amazon and Starbucks and has likely had 
a wide array of other customer-centered ex-
periences. They carry these expectations 
through our front door.  We are not mea-
sured by the funeral home down the street; 
we are measured by all of [our customers’] 
collective experiences and expectations.

Solomon: Are you making any ad-
justments due to changing cus-
tomer expectations and desires?

Sheehan: We’re expanding our ability to cre-
ate events, become even better at listening, 
communicating, exploring and understanding 
customer wants. We need to leverage tech-
nology much better, gain insight as to why so 
many consumers do not use funeral homes 
but instead use hotels, wineries, breweries, 
restaurants and a host of other options for their 
celebration of life (remembrance) services. 

Pat Hollick: I think the best of us in any busi-
ness want to provide wonderful service to our 
customers; the question is, what does that 
look like at the present moment in our busi-
ness in particular?  Listening to customers 
today, we know that they want personal sto-
ries of love and laughter, not just a cookie cut-
ter service. The loss of a loved one cannot 
be transactional, cold and impersonal if you 
want to serve the customers of today.  That’s 
why we’re evolving into event planners, bar-
tenders, and memory-take-away experts, be-
cause society demands it –and if we can’t de-
liver it they’ll go somewhere else and get it.

Sheehan: It’s important to note that “good 
customer service” is a concept that is subject 
to change. What may have been perceived 
as good or great customer service 25 years 
ago is simply not the same today. Basic fun-
damental human interaction standards remain 
constant, but expectations move and shift.

Micah Solomon: Author, consul-
tant, keynote speaker, thought lead-
er on customer service, customer ex-
perience, corporate culture, innovation, 
hospitality. Please email or call: 484-343-5881




