
B.C. Bailey Funeral Homes, Wallingford, CT 
 
In the spring of 2020, we acquired a Tombstone Hearse that we could offer to the families we 
are honored to serve. It is a silver, Harley – Davidson Motorcycle Trike style motorcycle with a 
hearse trailer. It is a contemporary approach to a classic style hearse, reminiscent of the horse 
drawn hearses of the past. It is a unique offering that is appreciated by both motorcycle 
enthusiasts as well as the general population looking for a memorable, unique way to say 
goodbye. 
 
The Tombstone Hearse features large, glass windows so the contents of the hearse can be 
easily seen. It is used for caskets; however, we are also able to use our urn ark carrier for those 
families who choose cremation and are looking for a memorable “last ride’ for their loved ones. 
It is particularly striking when used for veterans and when there is a flag draped casket. 
 
Upon acquiring the Tombstone Hearse, the funeral home experienced a great deal of publicity. 
The option was published in daily newspapers (the Record-Journal of Meriden, CT and the 
Republican-American of Waterbury, CT), a Connecticut based motorcycle blog (https://ride-
ct.com/funeral-home-offers-option-for-taking-that-final-ride/) as well as a local news television 
broadcast (WTIC).  
 
Posts of Facebook about the Tombstone Hearse went viral with any people commenting their 
appreciation for the offering. The funeral home has begun to use the Tombstone Hearse in 
advertising as well. 
 
A video highlighting the motorcycle hearse was also produced to promote its availability on the 
funeral home’s website as well as on social media (https://www.youtube.com/watch?v=-
1QTLTM4Wcc).  
 
The simple approach of parking the Tombstone Hearse in front of various locations has led to a 
great deal of attention from the communities in which the funeral homes operate. Every time it 
is out front, pedestrians approach and drivers will stop to park their vehicles so that they can 
walk up and take a closer look. Cell phone cameras frequently come out as pictures are taken 
and shared by text and social media with those that people think would be interested 
(https://www.youtube.com/watch?v=SXg1xTDkr7Y). When possible, funeral home staff is 
outside near the Tombstone Hearse to talk and interact with those who come for a closer look.  
 
The use of the hearse has garnered lots of attention and excitement whenever a family chooses 
it. Driving though the community, pedestrians will record the procession and those attending 
services will have themselves photographed with it. For those who are looking to incorporate a 
celebratory feel to funeral and memorial services, this provides a unique and memorable 
option. 

https://www.youtube.com/watch?v=-1QTLTM4Wcc
https://www.youtube.com/watch?v=-1QTLTM4Wcc


Brandon G. Thompson Funeral Home, Hammond, LA 

 

 Brandon and Martha Thompson are no strangers to construction projects.  As a licensed 

residential and commercial contractor, Brandon had already built the couple’s first funeral 

home in Hammond, LA, in 2006 and managed an extensive remodel upon acquiring their 

second funeral home in Ponchatoula, LA, in 2011, along with many other projects.  They knew 

that opening a third Brandon G. Thompson Funeral Home location, while managing the 

demands and day-to-day operations of an already flourishing funeral business and full-service 

monument company, would be a huge undertaking (no pun intended); however, they could 

have never predicted just how challenging the project would truly prove to be! 

On July 30, 2016, the land of the future site in Denham Springs, Louisiana, was 

purchased.  Horrifically, on the same day, three members of the Thompson Team were struck 

and injured by a drunk driver.  Still reeling from the accident, but eager to start the project, The 

Thompsons pressed on.  The next month, in August 2016, a catastrophic 500-year flood, 

devastated the area, leaving 80% off all structures substantially damaged in Livingston Parish.  

This unanticipated natural disaster, coupled with the responsibilities of an already established 

and ever-growing funeral business, resulted in a lengthy delay of the groundbreaking. After 18 

months of construction, Brandon G. Thompson Funeral Home’s Denham Springs location 

officially opened for business on March 10,2020; coincidentally, Covid-19 was declared a global 

pandemic the very next day.  Due to the sensitive nature of the business, the social climate 

pertaining to the pandemic, and Covid restrictions, the Thompsons chose to delay their Grand 

Opening Celebration and took a low-key approach with a soft opening.  On May 10, 2021, a full 

14 months after officially opening, the Grand Opening, Ribbon Cutting, and Open House of their 

beautiful, 15,000 square foot, state of the art facility, was a long awaited and extremely 

gratifying day to celebrate! 

The celebration was promoted in a variety of ways.  Invitations were mailed to all local 

churches, dignitaries, elected officials, law enforcement offices, hospice agencies, nursing 

homes and assisted living centers.  A banner was displayed in front of the funeral home, local 

newspapers and radio stations advertised the event, and all were invited via the funeral home 

Facebook page.  In addition to a ribbon cutting, the Grand Opening included a delicious, full 

buffet, custom cake, fun balloon arch, and tours of the funeral home. One unique way we chose 

to commemorate the event was to bury a time capsule, using a Wilburt urn vault. To be opened 

in 50 years, the time capsule includes a variety of items of today, such as a landline phone, 

hand sanitizer, coins, a newspaper, etc.  In addition, all attendees were invited to write a note 

to be included.  Approximately 100 people attended the event.  It was a wonderful opportunity 

to showcase our beautiful facility, to meet and visit with the people of our community.   



Capillas Senoirales Casa De Homenajes, Merida, Yucatan, Mexico





Carmon Community Funeral Homes, Windsor, CT 

 

Due to the pandemic as well as the social challenges facing our nation, this has been the most 

challenging year in the seventy-five years of our company’s existence. Our staff did outstanding 

work even caring for a fifty percent increase in families cared for as well as assisting colleagues 

in NY and NJ at our crematory this past year during this year of turmoil. The most significant 

issue we faced was dealing with the emotions and feelings surrounding the death of George 

Floyd and the violence in our country as well as the racial and social unrest and its effect on our 

very diverse staff. We believe that our staff is unique in our profession, with thirty-five percent 

being women, thirty-one percent of our staff identifies as people of color, seven percent of our 

staff is Alternative Lifestyles, and twenty-seven percent are White Males. Because of Carmon’s 

feelings of inclusion and respect for all people we have functioned well over the years but this 

year with the emotions surrounding racism in all its forms we felt that we needed to do more.  

We decided to create a committee to truly learn and identify how we stand as a company 

relative to diverse religions, ethnic backgrounds, and lifestyles as related to our staff and the 

communities that we serve. 

 

We serve families of all religions (Buddhist, Hindu, Muslim, Protestant, Catholic, Jewish, and 

those with no stated religion), ethnic, cultural, and lifestyle choices. We also serve West Indian, 

Asian, Black, White, Hispanic, and others. Our staff backgrounds reflect this same diversity and 

we needed to do more than just support them one on one when they had problems or issues 

dealing with one another or in more difficult circumstances when dealing with those we serve 

who may not be as all-inclusive. This is a delicate balance when serving families at their most 

difficult time and we do not want to set up barriers in our care for them. Yet we needed to take 

a leadership role in our communities that are very diverse and for many who feel polarized 

during these very emotional times.  Our committee was tasked with coming up with a new 

mission statement that they would bring back to share with not only the staff but also the 

communities that we serve. 

 

We formed a committee that was representative of the diversity that we have in our staff.  

They were charged with developing a statement we could share, print, and post in each one of 

our facilities to state how we feel. This needed to be a public statement of our core values and 

one we expect every one of our eighty plus staff to embrace and be able to communicate.  

 

The statement is as follows: "We are dedicated to providing the most caring and compassionate 

service to everyone. We do this through our diverse staff, our continued commitment to 

learning, and by walking alongside the families we serve. We understand that this is an ongoing 



process, and we are committed to continuous growth, innovation, and change as we strive to 

respect and honor all people."  

The leadership of our firm feels that the following action points are imperative: Staff and those 

we serve will be treated with respect and kindness, regardless of Race, Religious Belief, Lifestyle 

Choice, Gender, or Disability; Leadership will make every effort to provide employment 

opportunities to all people listed above; Leadership will make every effort to afford learning 

opportunities about all people listed above for our staff; Leadership will require Diversity 

Training for all staff on an annual basis and for new employees; Leadership will require Sexual 

Harassment Training on an annual basis and for new employees; Leadership will make every 

attempt to create a work environment where all employees feel included, supported, and 

valued; Leadership will encourage employees to take an active role in interrupting bias or 

stereotyping in any form. 

This statement is now incorporated into our staff manual; discussed at staff meetings; and 

printed, framed; and displayed in a prominent place in each facility. All our staff, full and part 

time including the owners, were required to take an on-line course in Diversity & Inclusion 

developed by New Haven Consulting Group and pass a test on its content. One hundred 

percent of our staff have passed this class and any new employees are required to take it as 

well. They also must take an on-line class in Combating Sexual Harassment and again one 

hundred percent of the staff have taken this class and passed the exam.  This is a work in 

progress and takes vigilance and dedication on the part of all of us going forward. The fact that 

it is now a written and published part of our culture is extremely important.  

 

While our family has always held these values, we needed to make it a stronger part of our 

business’s culture going forward. We feel it will make our organization stronger and able to 

withstand these dramatic and polarizing events our world is facing. The basic education must 

begin “at home” and our company is the home that all our staff and their families look to for 

this leadership. We pray for our communities, our states, our nation, and our world and hope 

this outward expression of our beliefs will benefit all of us and the wider world we are part of.   

 

We present this project as one we feel is extremely important to our company and funeral 

service in general and hope it may inspire other firms to consider this approach if they are 

experiencing any of these issues and concerns in their staff or community. We realize our 

diversity is unique but know how important these issues are to our staff and our communities.  

 

 



Chicago Jewish Funerals, Buffalo Grove, IL 

    RESPECT OF THE DECEASED 

Those of us in funeral service, particularly those of us as owners, realize what a 

unique profession we occupy. There can be financial benefits and the occasional 

public or private recognitions for our work for sure, but these are not the tenets of 

a sustained funeral service career. It takes more than money and a pat on the 

back to remain in funeral service for a life-long career. It takes a passion to serve 

others. It takes the innate drive to comfort the bereaved. It takes a commitment to 

respect the deceased. Those who do not possess an internal drive to serve 

others, will not remain in funeral service. In 1997, I founded Chicago Jewish 

Funerals, (CJF) on a promise to the Jewish community of Chicagoland. “You and 

your family deserve a highly personal funeral service that respects your wishes 

and the strong traditions of the Jewish people.”  Since 1997 we have provided 

compassionate, concierge-level service with a special sensitivity to Jewish 

customs and traditions. Though our company and our staff has grown 

significantly since our inception, our commitment to the highest level of service 

has never wavered. If anything, our shared experiences over time and our 

responsiveness to constructive criticisms and other suggestions from whom we 

have previously served, has improved our company immensely.  

 We operate under the dictum “whenever possible the answer will always be yes” 

and our company slogan is literally; “The Way it Should Be” ™ 

As owners, we are aware there are circumstances, typically financially, which 

oblige owners to make substantive changes to their normal business operations. 

In some circumstances these exceptions to normal business are apparent. Highly 

publicized funerals, public interest funerals of the famous, first responders, our 

military heroes, children, crime victims etc.., which may require additional staffing 

and other additional expenses, which are not easily transferred to the bereaved. 

It is “the cost of doing business” as they say and it is no surprise that funeral 



directors nearly universally conduct themselves in this manner daily and whether 

acknowledged or not. The reality is that life and death can be messy. There is not 

always a loving surviving family to provide for the deceased at the end. There are 

not always people who care. Sometimes there are immediate family members 

who do not feel compelled to act, whether because of financial impact or other 

reasons. Unfortunately, and sometimes, people die alone and they have 

absolutely no one. Like most funeral homes we effort to do the right thing, simply 

because it is the right thing to do. 

In 2011 and in honor and loving memory of my brother Michael, (died, 2010) I 

established the Michael I Jacobson Memorial Gomle Fund. The word “gomle” in 

Hebrew generally translates to nurturing. Since our founding in 1997, we have 

provided low or no cost funerals many times each year. The purpose of this fund 

as established, is to assist in providing for dignified Jewish funeral services and 

burials, regardless of one’s ability to pay. Michael and I came from a funeral 

home family as our father Sanford (died, 2001) was a funeral home owner and 

director, in NY. Michael’s and my life experiences while growing up, including our 

observations of our father working tirelessly to assist the bereaved, set both of us 

on a career in funeral service. Michael and I somehow both had internalized a 

call to serve others and whenever possible, to reduce their suffering.  

From our company’s inception there have been circumstances each year, where 

we are contacted by family members or clergy and where there are extreme 

financial difficulties within a family. This is not an uncommon occurrence for any 

funeral service operation. Each of us, I am sure, does what they can in the 

advancement of humanity by providing for the destitute. Chicago Jewish 

Funerals has been steadfast in our obligation by way of my promise, I made to 

the Jewish community.  

Approximately 35 times a year, I, and my staff of 10 licensed funeral directors 

conduct funerals for the indigent and the unclaimed. Chicago Jewish Funerals 

will always provide for a dignified burial of a Jewish individual regardless of one’s 



ability to pay. In fact, it is frequently the case where Chicago Jewish Funerals will 

not only provide all services and merchandise for a funeral but will additionally 

pay the cemetery expenses, simply out of respect for the deceased and to 

ensure a dignified burial. The fact that there may be surviving family members 

pleased by our actions is appreciated, but irrelevant. This program is based on 

my promise to the Jewish community and was borne out of respect for and 

intended for, the benefit of the deceased.  

Often, we are contacted by Rabbis or other clergy, who may have been attending 

to an individual in a nursing home or other setting, where a death has now 

occurred and where there is no one to act on behalf of the deceased and provide 

for burial. These individuals are typically enrolled in Public Assistance programs 

to provide for their care and are otherwise indigent. To gain custody of the 

deceased, we would then interact with The Cook County Office of the Public 

Guardian Offices or the Cook County Public Administrator’s Offices to legally 

obtain custody of and to proceed with, the burial of an unclaimed or indigent 

person. As time went on and as these government agencies became aware of 

our willingness to provide dignified services, the number of free funerals we do, 

has escalated. We are commonly contacted weeks or months following a death, 

when their governmental “investigation” (searching for family members) has 

indicated cemetery ownership in a Jewish Cemetery or they are determined to 

have Jewish family members. While we are typically contacted regarding 

deceased Jewish individuals, we have never declined to provide funeral services 

when requested by any state agency or any clergy and regardless of the religion 

of the deceased.  

Chicago Jewish Funerals serves all who call upon us and we make no religious 

judgement and we exclude no one, for any reason, religious or otherwise. 

However, as we primarily serve the Jewish community, we are cognizant of 

Jewish sensibilities and in some cases, religious requirement. In general, Jewish 

individuals are to be returned to the earth whole, and there should be no 



unnecessary delay in the deceased returning to the earth. To that end Chicago 

Jewish Funerals will work to ensure a burial instead of cremation if the family is 

deciding based purely on financial considerations.  

On any given day, there can be hundreds of “unclaimed” deceased individuals at 

the Office of the Cook County Medical Examiner. Most of these persons have 

been identified and many but not all, have surviving family members and yet 

remain unclaimed. Historically, Cook County would do mass burials of dozens of 

individuals at a time. This process would occur several times a year. Chicago 

Jewish Funerals would provide staff and hearses (as have many other funeral 

homes in Chicagoland) to assist in these burials at Homewood Memorial 

Gardens Cemetery and Mount Olivet cemetery, in Chicago. This activity is in 

addition to the individual 35 or so indigent funerals we continue to do in any given 

year.  

As one can imagine, word of a funeral home which will bury for free, if necessary, 

travels fast. There have been occasions where families have taken advantage of 

our altruism. There have been families who have insisted they literally have 

nothing and then attend the “free” funeral, in their Rolls Royce, Bentley, 

Mercedes or other vehicles, which belie any true financial distress. Individual 

families taking advantage of us financially happens infrequently and remains 

frustrating but we recognize ultimately, it’s the cost of doing business. These 

individuals who deceive us and take advantage of our goodwill are merely 

debasing and embarrassing themselves. Fortunately, most people are kind and 

decent people who are extremely appreciative when others are kind.   

Imagine you are a bereaved family member or even simply a friend of a 

deceased individual and you are aware that your loved one has died and they 

are currently being “stored” at the Cook County Morgue. You know your loved 

one will either be buried in a mass grave or they may be cremated but you do not 

know which disposition will occur, or when. You are aware regardless of the 

disposition, this process will take months to be completed and you will be notified 



when it is completed. You will not be involved. Now imagine a funeral director 

calls you and is now telling you they are taking custody of their loved one and will 

provide for a funeral and absolutely for free. Additionally, the funeral director is 

now inviting you to come and to gather and to have a proper and dignified funeral 

for your loved one. I have always felt if one truly internalizes the concept of 

respecting the dead and comforting the mourners, most decisions related to my 

business are not very complicated.  

Chicago Jewish Funerals will continue to focus on this program being for the 

benefit of the deceased – regardless of their circumstance in life. This program 

was instituted out of a profound respect for the dignity of the deceased, not their 

surviving family members. The fact that surviving family members may benefit 

and are additionally appreciative, is a collateral benefit, not a design feature. 

Most of the indigent burials we do, consist of our staff, cemetery personnel and 

clergy.  

Some time ago, Cook County after many decades of mass burials of the 

unclaimed within the county, Cook County determined they would begin to 

cremate at least some of the unclaimed deceased. This decision by Cook County 

has ultimately caused a fundamental shift by Chicago Jewish Funerals within the 

last two years.  Our position was simple. Although Chicago Jewish Funerals 

makes no judgement on what an individual decides as their own or a family 

member’s disposition, we felt this change from burial (typical in Judaism) to 

potential cremation, warranted a conversation between Chicago Jewish Funerals 

the Cook County Medical Examiner’s Office the Cook County Office of the Public 

Guardian and the Cook County Public Administrator’s Office.   

Essentially, we communicated to these offices if they become aware that any 

individual in their custody is Jewish or even presumed be Jewish, that we will 

take custody of the deceased and provide funeral services, free of charge. To our 

knowledge, there are no unclaimed, deceased Jewish individuals within Cook 

County, and we intend to keep it that way. The Way it Should Be™ 



 

1961 – 2010 
“My brother Michael’s contribution to the Jewish community will forever be 

remembered as we continue to follow his footsteps and light the path bringing 
those less fortunate home. In honor of my brother’s memory, I ask that all of us 

keep our beloved deceased’s perpetual light shining.” 

– David I. Jacobson 
 

http://www.gomlefund.org/wp-content/uploads/2013/11/Michael-Jacobson.jpg


Dobratz-Hantge Funeral Chapel, Hutchinson, MN 

                  I. Basic Requirement 

 

F.  A large family in the gathering area had long planned to honor their 

beloved mother, wife, sister, among many other titles with an elaborate 

funeral at their church, followed by a graveside service and a luncheon to 

celebrate her life.  

 

That was before the pandemic.  

 

Traditional ways of saying goodbye — large gatherings of people sharing 

their stories and their grief — have been curtailed by restrictions aimed at 

slowing the spread of the virus. 

 

Telling a family that they cannot honor their mother just as her wishes 

were expressed in her prearrangement is one of the most gut-wrenching 

feeling one could express, even more so is to how all these feelings are 

stirring among the families and the questions of what will things look like 

in a year. Telling a family such things is devasting. Then the questions 

begin among the family members. Should we delay the service? Should 

we continue on with the arrangements of the service in her honor and 

simply do a little graveside service with only a handful of people able to 

attend? All these open-ended questions are ones that a family should not 

have to endure while trying to mourn the loss of their loved ones, but they 

do. Now it’s weeks or even months later, but the family has decided to 

hold out for the large service and burial they had planned all along. And 

this beloved wife, mother and grandmother is still awaiting her burial.  

 

For all deaths, the pandemic has forced us to change our practices. We 

used to meet grieving families to discuss funeral arrangements in person, 

with warm hugs, and handshakes. Now we meet families with a mask on 

and social distancing. If the family has been exposed to Covid, we meet 

them over a zoom call.  

 

To look at the empty pews in church was even more devasting, many 

understood why, but it doesn’t make it any easier. Even amid a pandemic, 

the natural human instinct to comfort one another is strong. It provides closure 

for the living and support for each other. 

 

 

 

 



Dobratz-Hantge Funeral Chapel, Hutchinson, MN 

 

In the setting of COVID-19, we have seen more virtual spike and the use of 

technology became more prominent. We are all looking forward to see each 

other again and when you're grieving, there's nothing like seeing that person 

that has known you your whole life come through the door. We have found 

many ways to adapt with the ever-changing guidelines and regulations. From 

family members zooming into the service, using technology for signing 

documents or even making arrangements. We offer the option of placing the 

full funeral service onto our website page following the service for others to be 

able to view who were unable to attend in person. We also offer memory 

booklets which include pictures that were taken at the service.  

We are so hopeful that we are able to move on from this pandemic and go 

back to how things used to be in the near future. We love serving families by 

holding a big celebration and honoring their loved one’s life.   



Feeney Funeral Home, Ridgewood, NJ 

Joie de Vie. An Homage to a Life Well Lived 

This innovative and unique concept is meant to pay tribute and honor a family member or friend that is 

ailing, aged, or infirmed.   There are two parts to the “Joie de Vie” concept:  the “It’s My Day!” 

Celebration and the “Legacy Remembrance” gathering. The idea for the first portion, the “It’s My Day!” 

party, is that the honoree is able to attend the celebration to experience all the love and joy that their 

family and friends have for them.  They will be able to hear stories and memories, and share their own, 

about their life.  The second portion, the “Legacy Remembrance” gathering, happens after the honoree 

has died, and is a continuation of the celebration of their life 

 

Part 1: “It’s My Day!” Party 

The “It’s My Day!” party, which can be held at Feeney Funeral Home or a location of the honoree’s 

choice, will be a most emotional, inspiring, and rewarding experience for all in attendance, especially 

the honoree! 

When a date for the event is agreed upon, our staff will send out the invitations.  At the same time, 

several weeks before the “It’s My Day!” event occurs, our trained staff will help the family and friends 

gather photographs, testimonial letters, and stories from friends and relations both far and near.  It is 

complied by professional into a gift set called BOOM BOX. 

The BOOM BOX will be read at “It’s My Day!”  In addition, party favors representing an important part of 

the honoree’s life will be handed out.  Our staff will be taking photographs during the party, and there 

will be a videographer present in another room. The videographer will be asking participants questions 

about the honoree in an informal interviewing style.  This will help to create a video filled with stories 

and memories of the honoree for their family and friends to cherish for years to come. 

Our staff can also concierge food for the “It’s My Day!” party if the honoree and family so desire.  

Feeney Funeral Home has a close working relationship with local caterers.  The staff will plan food and 

beverage selections with the family, and our staff will also serve as attendance to facilitate the 

distribution of food and drink to guests. 

The event will be completely personalized and designed to bring joy to the honoree based on their 

hobbies and interests.  For example, if the honoree is a Star Wars fan, then guests might be requested to 

dress as their favorite character.  Also, the décor and favors will reflect the personality and interests of 

the honoree.  At the end of the day, the “It’s My Day!” honoree will feel all the love that those in 

attendance have for him or her. 

Of course, the family will be given the BOOM BOX and any remaining party favors, as well as a photo 

book that will be created several days after the event.  This book will include all of the photos taken at 

the event by Feeney Funeral Home’s in-house photographer.   

 

The Legacy Remembrance 



Similar to a Memorial Service, the “Legacy Remembrance” is an event of remembering, honoring, 

sharing, and loving.  This is the service that will be held after the honoree has passed.  During the 

remembrance, we will play the Testimonial Video that was created during the “It’s My Day!” 

celebration. We will also hold a Community Eulogy, coordinated by our staff, where attendees share 

some stories and memories about the deceased.  Of course, selected photos and quotes from the 

BOOM BOX will be available for all to see, and perhaps even read aloud to the attendees by our staff. 

Our Life Celebration materials will be displayed, and the keepsake Life Celebration items out to all the 

attendance. These Life Celebration materials include personized photo cards, banners, and collages 

made from photos of the deceased provided by their family and friends.  We will also hand out another 

remembrance items, similar to the “party favor” given out at the “It’s My Day!” party, only this time it 

will represent a different important aspect of the life of the deceased.  

Throughout the event, our staff photographer will once again be taking photos which will be made into 

a book given to the family at a later dated. 

With the combination of the “It’s My Day!” party and the “Legacy Remembrance, it will be a fitting 

tribute to the “Joie de Vie” of a person’s loved one. 













Gorsline Runciman Funeral Homes, Lansing, MI





Gunderson Funeral & Cremation Care, Madison, WI







Hughes Family Tribute Center, Dallas, TX
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MAKING A DIFFERENCE 
2020 
 
During the past year, when the country faced the 
pandemic, J. García López reaffirmed his commitment 
to work hand in hand with authorities, social 

organizations and civil associations in order to join forces to serve society and seek 
alternatives for economic reactivation. 
 
 
COLLABORATION WITH AUTHORITIES  
 

Faced with the health contingency due to COVID-19, J. García López strengthened 
its health protocols that it had implemented in its nine branches for the management 
of bodies due to infectious diseases. In order to protect the health, well-being and 
safety of all families facing the dismissal of a loved one; as well as to safeguard his 
collaborators. 
 
As part of this process, J. García López's team was the first company in the sector 
to meet - given that it already had prior information on what was happening in Spain 
through its counterpart Albia, a leading funeral services company -, with the Health 
Protection area of the CDMX Health Secretariat; in order to exchange information 
for the development of protocols to follow from the moment of first contact with a 
body reported by COVID-19; as well as measures in facilities and for personnel. 
 
 

Initiating a campaign both in its call center and its 9 Branches (brochures, screens, 
banners, etc.) on the measures to be considered. 
 
Sanitization of the Vigilance Rooms three times a day and disinfection every 30 
minutes of the common areas such as toilets, doors, handles and entrance mats. 
 
Thus guaranteeing a sanitary fence, with a professional and warm service to offer 
worthy Tributes. 
 

 
 

J. Garcia Lopez, Mexico City, Mexico
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THE STAFF 
 
All the necessary supplies were acquired to guarantee the sanitary fence in our 
facilities and the biosecurity of the personnel.  
 
 
 
 

https://testigos.intermediaweb.com.mx/testigos/clip_reporte_histo_ssl.php?clave=50509761&vcveusu=3739
https://testigos.intermediaweb.com.mx/testigos/clip_reporte_histo_ssl.php?clave=50375183&vcveusu=3739
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Likewise, a Medical Office was implemented in our operation center, which 

monitored the health of our employees on a daily basis. With sufficient evidence to 

detect COVID-19. 

 

 

 



 
 

 
 

4 
 

 

 

A shower and personal hygiene area was installed so that First Contact employees 

- who collect the bodies - could have a thorough cleaning. 

 

Throughout 2020, a free dining service was offered for the staff, with a chef and their 

own kitchen equipment, in order to guarantee the health of the food. 

 

Since the beginning of the health emergency due to COVID-19, the company joined 
the efforts of the Government of Mexico City, through the Command Center to 
offer free funeral services for low-income families.  
 

• Realizado 1,828 homenajes.  
 

In collaboration with the CDMX Government authorities, a Mobile Civil Registry 
Unit was assigned to Casa Prim, to expedite the procedures corresponding to 
deaths. 
 
 
 

https://testigos.intermediaweb.com.mx/testigos/clip_reporte_histo_ssl.php?clave=50918932&vcveusu=3739
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WORK WITH SOCIAL ORGANIZATIONS 
 

Collaboration Agreement was signed with the Citizen Council for Security and 
Justice of Mexico City, to support families in the grieving process. 
 
Developing material that was made available in its Branches and started a campaign 
to inform about the emotional support line 
 
 

o or 24/7 through the Security Line and Trust Chat 55 5533 5533. 
 

o o As well as the 800 FUNERAL number (800 38 63 725) for advice on 
funeral services. 

 

According to data from the Citizen Council for Security and Justice of the City, 
from May 2020 to date, 505 people were attended, of which 76% are women and 
23.7% men. Being Iztapalapa 36.3%, GAM, Álvaro Obregón 12.2% and 
Cuauhtémoc 6.7%; the municipalities where the families most requested the 
attention of a professional to overcome a loss or depression. 
 

 

http://www.intermediaweb.com.mx/lib/clip_reporte.php?clave=51994241&vcveusu=3739
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Where 28.5% were due to the loss of a father or mother, 17.4% of grandparents, 
10.3% by spouse, 8.5% brother (a), 5.5% another relative and 4.9% loss of child ( 
to). 
 
 
CIVIL ASSOCIATIONS  
 

     Initiative that I develop through the J. García López 
Foundation, with the aim of seeking social welfare through activities to reactivate 
the economy and support vulnerable groups, in times that are complicated by the 
pandemic. 
 

 Focusing activities through the Web to bring the products and services of 
entrepreneurial companies closer to new audiences, always under the premise of 
adding in favor of various social causes. 

 
Change the Chip Conference   

 

 
Renowned speaker and writer Helios Herrera gave a free talk 
open to voluntary donations, in support of Fundación México 
Vivo; that works for the right of youth to have access to 
information on sexuality and sexual health. 
 
 
 
 
 
 

 
 
 
 
 
 

http://www.intermediaweb.com.mx/lib/clip_reporte.php?clave=53150961&vcveusu=3739
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• Auction Tanya Moss  
 

o In favor of the Association for People with Cerebral Palsy APAC, 
focused on social inclusion. 
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• • Auction Pineda Covalín  
 

o o In support of World Vision México, which works so that children and 
adolescents live free of poverty and in sustainable communities. o In 
support of World Vision México, which works so that children and 
adolescents live free of poverty and in sustainable communities. 

 

 
 

 
 

http://www.intermediaweb.com.mx/lib/clip_reporte.php?clave=52271659&vcveusu=3739
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MEDIA / CIVIL SOCIETY   
 
Given the development of the pandemic, where for the month of May 2020 there is 
a considerable growth in deaths, and the information in the media becomes 
confusing regarding the saturation of cremations; J. García López assumed the 
commitment to inform society in a transparent and timely manner, about the actions 
taken in the face of the COVID-19 alert. 
 
In this sense, it was decided to issue a weekly report to all the media, on the number 
of deaths from COVID-19 and other causes attended during that period.  
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As well as responding to all requests from the press on the subject, through video 
calls, face-to-face interviews, tours of the facilities to verify the established protocols, 
etc.  
 
TANATOLOGICAL WEBINAR  

 
 
 
 
 
In order to bring free online support 
conferences to society, open to the public, to 
face the losses derived from the pandemic, a 
calendar is established starting in September 
to address issues in this regard.  
 
Taught by the specialist María del Carmen 
Castro, Master and Mentor Coach of the 
International Federation. 
 
 
 
 

 
 
ADDRESSING THE ISSUES: 

• Grief in the Times of COVID-19 
•  The sense of Pain 
•  I couldn't say goodbye to you. 
•  Learning to understand and manage my emotions. 
•  How to say goodbye to Mom?  
 
With an average attendance in each session of between 3 thousand and 5 
thousand people connected via the Web.  
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 CULTURE  
 
Even though the health emergency continued throughout the year with restrictions 
on cultural events, J. García López decided not to miss the Día Muertos celebrations, 
developing the ETERNA project a free streaming concert with a live orchestra. 
 
 

 Dedicated to nine locations with the most emblematic rituals of this 
tradition. Event that brought together on stage an Orchestra made up of 16 
musicians, five outstanding Mexican singers of international stature and a narrator 
of the legends of each region. 

 
Which was broadcast on television through the EXA and Capital21 CDMX 
channels.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

http://www.intermediaweb.com.mx/lib/clip_reporte.php?clave=55852362&vcveusu=3739


 
 

 
 

Cost Neutral Embalming 
Innovation Essay - Pursuit of Excellence - 2021 

 
While reading this essay, please understand the context of why this is revolutionary to our local market.  While this might not seem that 
innovative for someone who practices in the Midwest where things are still very traditional, Johnston & Williams is in Washington State 
where the cremation rate is nearly 90% statewide.   

 
Synopsis 

 
In March 2021, Johnston & Williams Funeral Home began a program that is cost-neutral for families who wish for 
their loved one to be embalmed, even with a direct cremation/immediate burial level of service. This new program 
was announced to our community via a Facebook Live video (Unable to upload video to FileCloud, link to access 
click here) and is also included as part of our General Price List and in a specific section on our website. 
 

Rationale Behind the Idea 
 
Johnston & Williams Funeral Home was founded on the belief that it is our duty as undertakers to help families 
cope, heal and begin the process of moving forward following a loss. One of the things that Henry Johnston 
determined would set his funeral homes apart is the way Johnston & Williams cares for the bodies of those 
entrusted to us.  Since day one of Johnston’s ownership, regardless of the method of disposition method or 
arrangements selected, we take time with the body to prepare them for disposition. While this might seem standard, 
not all funeral homes do this for direct cremations.  At Johnston & Williams, nearly every decedent1 entrusted to 
our care, regardless of disposition is bathed, clean shaven (if need be), hair combed and their features are set.  The 
decedent is also dressed in their own clothing selected by the family (or a clean hospital gown) before being placed 
in their cremation container.  Every package we offer also includes at least one hour of private time to say goodbye 
for immediate family, with or without embalming. 
 
In July 2020, immediately after the acquisition of these funeral homes by owner Henry Johnston, most of the deaths 
were a result of COVID-19. Having been locked out of care facilities for almost four months, many families wanted 
to have time with the bodies of their loved ones to say goodbye. To give them that time, in the absolute safest way 
possible we knew how to, we began to offer families the option to give us permission to embalm without being 
charged for it, even if the family was selecting direct cremation.  We truly felt that it was the right thing to do from 
both a health and safety perspective and from our desire to give these families the absolute best experience possible 
- without looking like we were taking advantage of the pandemic to make more money.   
 
After eight months of watching trends in our client families, listening to feedback (both good and bad) and 
calculating the true net cost of being able to offer embalming as part of our basic level of services, we formally 
implemented our “Cost Neutral Embalming” program on March 1, 2021.  We have created separate packages, 

 
1 There are cases, such as advanced decomposition or other major trauma, that prohibit this level of care to occur.  Additionally, families 
can opt not to have this care completed, but we work from a position of this care being standard unless instructed otherwise. 

https://www.facebook.com/783974828375463/videos/1333990183625457


designed to be priced the same as a direct cremation or immediate burial, where the only parameter that changes is 
embalming instead of the cost of refrigeration and basic sanitary care.  
 
On the direct disposition level, any steps above what is already included – such as adding longer viewing hours for 
family, public visitations, rental casket, or a ceremony – will incur an extra charge.  
 

Benefits to the Funeral Home and Staff 
 

The benefits from the technical standpoint, as those who work in an embalming room understand, is that you 
generally get the best results if you complete the embalming as soon as you get back from the call.  While this might 
not always be practical in all cases, there is no doubt that immediate embalming lays a better foundation for 
cosmetics and overall appearance of the deceased. Being able to obtain permission to embalm at the time of transfer 
– and being able to tell a family that it will not change their overall minimum cost – is beneficial to being able to 
provide the best possible results. 
 
From the logistical side, we can improve service to families for their private family viewing time if their loved one is 
already embalmed.  If we meet with a family at 10:00 a.m. and they come prepared with clothing and a photo, we 
can generally accommodate them for their private family viewing as soon as 2:00 p.m. that same day. While this is 
possible with an unembalmed body, there is always that concern about leaving someone unembalmed in a viewing 
room for an extended period.  This program allows us the ability get loved ones ready without worrying about 
purge, odor or other unforeseen issues that may arise when they have not been embalmed and also helps expedite 
the overall process because the first half of the preparation process has already been completed. 
 
Finally, this program is giving our apprentice/intern the ability to participate in the embalming of more cases 
overall.  This will better prepare him for mortuary school, his eventual career in funeral service and for the 
profession as a whole because he will have first-hand knowledge and experience of why embalming matters. 
 

Benefits to Families Served & Community at Large 
 
The most important benefit of this program is easy – it gives families flexibility and time to make decisions that are 
right for them that will also produce the best possible results. 
 
As stated previously, embalming immediately upon our return to the funeral home sets the proper foundation for us 
to make loved ones look their best. Many of the decedents we care for have been on Hospice following an extended 
illness and embalming helps us set the stage to restore those entrusted to our care to an appearance more closely 
resembling a time before they became ill.  Try as you might, one can’t do that to perfection with a body that has not 
been embalmed. 
 
This also gives the family time to process the loss, think about their options and provides the best possible outcome 
for any type of viewing that may occur – and does so without providing any pressure about how they will look after 
an extended period in the cooler or the additional cost that might be involved - even if the viewing is going to be 
just for the family.  
 
Additionally, there is an inherent public safety/health benefit to this program as well. Everyone in the funeral 
profession understands that dead human bodies have the potential to be dangerous – its why we use universal 
precautions with every case.  Embalming is one added step that we can use to help neutralize any potential 
infections (COVID, Hepatitis, AIDS, etc…) in a body so that the family can safely touch, kiss, and spend time with 
their loved one before disposition.  
 
Finally, from an environmental standpoint, when compared to the energy consumption required to run a 
refrigeration unit, embalming should be seen as the option with the smallest environmental footprint for the 
temporary preservation of a body.  Despite what certain environmental activists say about formaldehyde, once it 
cross links the protein, formaldehyde leaves behind a methylene bridge and a water byproduct. This process 



continues until all the formaldehyde is neutralized as the body sits. Any formaldehyde that exits in drainage will 
encounter proteins in the sink, pipes, and sewer in the form of bacteria and other sources.  Once the body has been 
properly embalmed, there is no need for further energy consumption through use of a refrigeration unit. 
 

Conclusion 
 

We believe 100% in the importance of that time spent with the bodies of those we love before final disposition and 
we believe that time is best spent when a person has been embalmed. With the standards of care we already practice 
without embalming, the cost of time and materials is nominal to provide the best experience to the family.  
 
Ultimately, we’ve decided to “put our money where our mouth is” and show our community that embalming isn’t 
just an add-on they can expect to be “upsold” when they come to make arrangements, but something that has true 
tangible and intangible benefits for their family. 
 
 
Attachments in FileCloud related to this essay: 
 

JWFH – POE 2021 – GPL.pdf – Johnston & Williams General Price List (March 1, 2021) 
 
JWFH – POE 2021  – Website Content.pdf - “Our Philosophy” page, outlining our belief in the 
importance of saying goodbye and the respect afforded to those who entrust us with the care of their loved 
one for cremation.   



To serve the 

Community 

Kemp Funeral Home: Where Lasting Memories Are Uniquely Yours 

Gone are the days of creating one type of service and fitting each family that comes to a funeral home into 

that service mold.  Families have different beliefs, customs, and different ways of grieving.  What we have 

found to be the best way of serving our diverse community is to encourage them to design the funeral to best 

honor their loved one. 

Serving a diverse community means we have to employ a staff of diverse ideas, perspectives and 

understanding. Our staff should be diverse in gender, race, religion, financial means, and pansexuality. 

We find that our motto: "Where Lasting Memories Are Uniquely Yours" serves us well not only to provide 

unique funerals, but to reach out to all members of our community. Reaching out to all members of our 

community is not just a good thing to do, but congruent with our aspirations as a for-profit business.  Not 

serving all segments of the community would be like leaving money on the table.  

We often find that KFH is serving populations which are historically underserved. Accommodating their 

customs, creates a loyal following. 

At Kemp Funeral Home, it is not uncommon for a Caucasian family to come into the funeral home to make 

arrangements and hear the sweet sounds of Twi (the predominant language of Ghana) singing a familiar 

hymn. Our staff knows that members of a Nigerian family will come to visit the deceased while waiting the 

months before their loved one can be scheduled for tribal or state funeral services and shipped home for 

burial.  Likewise, the staff is prepared with answers for a nervous Hindu, Vietnamese or Jewish family waiting 

for necessary documents and permits for cremation or burial so that we can meet the time requirements of 

their customs. 

Our directors must be good listeners to understand what is important to capture in services. In the case of 

transgender decedents, proper pronoun usage is critically important without bias from the funeral director. 

Appropriate make up and dress is also important. 

Eighty percent of our business is providing traditional African American services at the funeral home or at a 

church. However, what may appear to be traditional usually includes a slight but unique flair. Inside of a 

"traditional" funeral service there might be a tribute to the deceased, a professional musician, from band 

members or other musicians. There might be a favorite hat collection displayed among the flowers. And dogs 

who can no longer seem to find their master around the house, have come to the family's first view to stop 

Kemp Funeral Home & Cremation Services, Southfield, MI



the search. One family whose funeral was next door to the entrance of the cemetery chose to dance behind 

the hearse with costumes and musical instruments in a New Orleans burial tradition. 

Economic diversity is another key to winning the trust of the entire community. When a serviceman's mother 

was tragically murdered, we waited for the Red Cross to bring the serviceman home from overseas and 

accepted a $1000 donation to prepare his mother and host her funeral. 

Whether it is securing Yamakas for a graveside service or providing an appropriate basket for an infant service 

of mixed religion parents whose religious institutions would not perform the services, we have found our 

niche in the marketplace. 

 

 

          

 



Lord & Stephens Funeral Home, Athens, GA 

 

F. 

 Lord & Stephens Funeral Homes has been serving families since 1989 and we consider pets to be 

an important member of the family. With over thirty years of serving the Athens community and surrounding 

counties we recognized a need for local pet cremation. In 2020 we established a locally owned and 

operated pet crematory, Athens Pet Cremation. We are Athens first pet crematory ready to serve families 

with excellent care and sincere compassion. We use state of the art equipment and environmentally 

friendly products. We guarantee that each pet will be handled with care. We offer private and communal 

cremation for many kinds of pets with fur, feathers, scales, and shells. Pre-arrangement of services are 

available so that when the time comes to say goodbye, families will not need to worry about the details. 

Since we are local, we can bring a pet into our care and return their cremains much sooner. We guide each 

family through the cremation process and help them to honor the memory of their beloved pet.  

 Families grieve deeply when a pet dies, so we provide each family with grief support resources to 

help them navigate through the difficult time of losing a pet. Grief support resources are offered in our 

brochure which is available in all our funeral home lobbies and on our website. These resources encourage 

each family to accept the need to grieve. We help families understand the variety of emotions they are 

experiencing, such as confusion, disorganization, sadness, or guilt, are natural reactions to their recent 

loss, and they should not suppress them. Encouraging families to talk about and embrace the memories of 

their pet is another way in which we offer support. Reminding families that everyone experiences grief 

differently and to respect each person’s need to grieve in his or her own way is an important grief support 

tool. A list of website resources, support groups, hotlines, and a list of children’s books are provided on our 

website that aid both adults and help engage children in the discussion of losing a pet. For many children, 

losing a pet is often their first experience with death. We remind adults that children rely heavily on them to 

see how to openly express their feelings and their response during this time can determine whether a 

child’s first exposure to death will be a positive or negative part of personal development. It is our goal to 

help families design a ritual that pays tribute to their pet and encourages family members to share their 

treasured memories of the pet they loved. Athens Pet Cremation in partnership with Lord & Stephens is 

here to care for the entire family.   

 Because pets are an important member of the family, we send out a monthly newsletter featuring 

important information, such as poison prevention for our pets, safety tips when it comes to heat or 

fireworks, and sometimes fun trivia facts. The newsletter includes information on how to sign up for our 

Daily Grief Support Email. In addition to the newsletter, we seek to engage our community via Facebook 

and Instagram by posting help tips, funny memes, and topics for discussion.  

 Athens Pet Cremation in partnership with Lord & Stephens has sponsored a golf tournament and a 

fall festival, as well as participated in a local Christmas parade, all of which were located within two of the 

counties we serve. We were grateful for the opportunity to interact and share with our community. By caring 

for the entire family, offering guidance through the cremation process, helping to honor the memory of a 

beloved pet, providing grief resources, and a monthly newsletter, we are able to serve our community in 

ways we never have before. 



Mercer-Adams Funeral Service, Bethany, OK 

 

Mercer-Adams is just days away for executing an exciting new app for mobile 

devices. We have been dreaming of this vehicle for more than two years. A 

company called BFAC.com will be partnering with us as we strive to meet the 

growing needs of the families we serve. According to their website, BFAC.com is 

an award-winning technology company that provides mobile marketing and 

communication solutions to businesses such as ours.  With the growth of mobile 

phone usage, mobile marketing has been growing by leaps and bounds. In recent 

weeks we have become aware that there are 1.71 mobile phones, in active use, 

per person in the United States alone. We were able to identify that currently, 

66% of the individuals searching our Mercer-Adams website are using a mobile 

phone as opposed to a desktop computer. This means that when the majority of 

people access our site to view a memorial video, post pictures to an obituary, get 

directions, investigate pricing, caskets or grief information, they are using a 

mobile phone.  

BFAC.com is working with us to create a very individualized application, specific to 

our needs as a local funeral home. They are located here in Oklahoma City and 

are excited to be partnering with us in the creation of this innovative app. The 

owner and president of BFAC is Brad McMullan. Brad lost his mother last October 

to COVID-19. He shared with us his journey, from initial contact with a funeral 

home, communicating information, and searching the offerings from the funeral 

home. He was frustrated that more of his out-of-town family could not be more 

involved in the process. Brad commented that if he had access to other selections 

of merchandise, he would have likely chosen upgraded items. “I kept thinking 

there has to be more available,” he said.    

At Mercer-Adams, we have been searching for a more interactive platform to 

reach and serve our community. With this new tool, families will be able to 

download the BFAC app. We envision printing our business cards with the QR 

code on the back, giving families the opportunity to scan them and start inputting 

death certificate details, pictures, information for obituaries and military records, 

all with just a few clicks. We can send grief information on pre-determined dates 

with links to helpful websites, e-books and literature to those who choose to 

activate notifications from us.  Families will also have the convenience of paying 

their invoices through the app, even if there is more than one individual 

responsible for payment.  



Mercer-Adams Funeral Service, Bethany, OK 

 

Additionally, we will have a unique opportunity to communicate with the app 

holder by what is called “geo-fencing.”  Geofencing allows us to personalize the 

customer experience. By marketing to a specific area or group of people, we can 

customize messages accordingly. For example, we can send a support message to 

the local school or football field saying, “We are cheering on the Bethany 

Bronchos tonight! Go Bronchos!” or  “We are proud to be Americans! Have a 

happy 4th of July and stay safe” at the local parade.   

Here at Mercer-Adams, we realize that members of younger generations are 

starting to become the decision-makers for their families.  We have a desire and 

also a responsibility to stay relevant and meet families where they are. With the 

advantages of cutting-edge technology such as BFAC, we believe we are moving in 

the right direction.  



Creation of the Remote Service Room

Adapting infrastructure to families during the pandemic

Welcoming environment, nature, respect and safety. This is the atmosphere that permeated the creation of

an innovative project that has just started operating in a new Morada da Paz funeral home: the Remote

Service Room.

Amidst the pandemic, we came to realize that many people who needed funeral services were afraid to go to

the funeral home. Like many other businesses, we were quick to adapt and created a new channel, naming it

Funerária Digital (Digital Funeral Home), thus providing 100% remote service, via WhatsApp, digital

signature of documents and online payment.

It had good acceptance, but not as much as we expected. We soon realized some clients were either

unfamiliar with technology, too emotionally impacted or both. The challenge, then, was to embrace these

limitations while providing a safe experience with minimal human contact. The solution: inverse the remote

communication logic. We designed a room to welcome these grieving families in our facilities while removing

our team member from the scene. The family is present. The team member is away.

The Remote Service Room is equipped with a professional video conference solution, so the experience is of

superior quality. Since both endpoints have reliable high speed internet, we can deliver HD video and audio

quality for every conference.

The room was designed following the same patterns of the conventional rooms. The predominating colors

are green and blue, projecting tranquility and peace. The round table reinforces the principle of openness,

without the existence of a counter separating family and attendant. The environment brings natural light and

a view of the outdoor garden through a glass curtain, as a way to promote contact with nature. Everything

was meticulously designed so that the family can feel embraced.

Everything was planned so that the client can come in and feel welcomed, even without physical contact and

“human warmth”, due to the very ambience of the space. The entire environment "talks" to the mourner so

that he feels he is not alone.

“With the creation of the Remote Service Room, our purpose was, before anything else, to ensure the safety

of all clients and employees during the pandemic. We could not think differently in the midst of the

humanitarian crisis we are going through, caring for people has always been and will be one of the main

pillars of Morada da Paz”, explains the president of Grupo Morada, Eduardo Vila.

Morada da Paz, Parnamirim, RN, Brazil



Prater-Lampton-Mills & Coffey Funeral Home, Hugo, OK 

 

Innovative Service  

 

Our community just like everyone across the nation has experience the Coronavirus in full effect. 

While we try to provide our same care to our families, this year became extra hard to do all the 

regulations centered around gatherings. For the families we serve we gave them a chance with no 

additional cost to live stream their loved one services. In addition to live streaming services, we 

have given them copies of the services for them to have and watch whenever they would like 

along with also posting it on our website.  

In preparation for our live streaming services, we have offered to the families we have served, 

we went through purchasing equipment that we would be able to use in most of our rural area, 

training on particular equipment, learning different ways to run equipment for less malfunction 

in order to optimized great qualities for each individual family we served.  

When purchasing equipment, we decided to purchase iPads to record the services. When 

recording we decided to utilized Facebook Live Video, so family/friends who are not able to be 

at the services for either regulations and restrictions or because of being cautious of bigger 

groups could still watch the service as it was happening in real time. This also helped using 

Facebook by helping people share the services or go back and watch at their convenience. 

Facebook no matter if you are old or young most people know how to navigate throughout 

without having to learn new website or program to watch. This help families cut down on the 

confusion of trying to use another browser or engine to live stream. Along with using iPads and 

Facebook live we made purchases for a microphone that was able to be hooked directly to the 

iPad a long with our portal speaker that way we could maximize and get better sound quality 

weather at graveside services or in a church. Using an iPad allows us to either live-stream at a 

graveside, our own chapel, any churches or if network isn’t available for live streaming we can 

still record and upload after services have pasted. We trained and made cards for each iPad for 

everyone to follow instructions when doing live-stream to cut down on staff confusing when 

operating.  

Overall, this hasn’t went without difficulty with learning how to deal with audio restoration. For 

the most part family have really enjoyed the live streaming and it has become a regular thing to 

now ask when serving family even with restrictions and regulations lifting.  

 

 



Pray Funeral Home, Charlotte, MI 

 

Pray Funeral Home staff meet monthly, not only to keep on regular operations, but to bring together 

many minds in discovering new ways to better serve and educate our community.  Typically, we also 

invest in our staff by encouraging their attendance at professional meetings and events, such as 

conferences and continued learning events.  This year was much different.  For obvious reasons, 

continued learning was limited to zoom meetings and virtual events.  While these proved helpful and 

encouraging, they lack one very important factor – in-person humane interaction.  Enter Mark Fletcher, 

a member of our staff. 

Mark started with us parking cars and setting chairs a few years ago.  He came from a successful career 

in customer service, and his insights and observations about our funeral services and procedures soon 

made their way front and center in our staff meetings.  Soon he was asking for reading materials and 

bringing more and more to the table.  It was clear that Mark “get’s it,” and his effective communication 

skills would help make sure the rest of our staff, from top to bottom, “get’s it” too. 

He started with Dr. Wolfelt’s “A Guide for Funeral Home Staff,” which Tyler and Dana Pray brought from 

a presentation by Dr. Wolfelt in Chicago in 2019.  Mark studied the guide and devised a teaching 

strategy to present to the rest of our staff.  Furthermore, he delved into the new book, “The Right 

Wayof Death:  Restoring the American Funeral Business to it’s True Calling” by Eric Layer.  Our core staff 

meet every Wednesday morning for an hour, sometimes two, to undertake exercises designed by Mark 

to keep us sharp, focused on customer service, and to learn how to tackle tough questions together.  

Through role playing, written and spoken workshop activities, and collective brainstorming, we 

developed strategies to respond to such questions as, “I just want direct cremation,” “He never wanted 

a funeral,” and “Let’s just get this done.”  As referenced later in our Pursuit of Excellence Criteria 

Materials, you will see the second edition of “Ask the Funeral Director,” written by Tyler Pray for our 

local paper.  This piece exemplifies the responses and sentiment we adopted for responding to the 

public, using Mark’s ideas and dedicated approach. 

Certainly, these sessions have led us to produce and design many meaningful funeral services, and open 

conversations with families who just don’t “get it” the way Mark does.  Mark continues to work 

alongside us on services and transfers, always observing our processes and the mechanics of making a 

good funeral.  We continue our weekly meetings, and continue to learn from each other.  This process 

has allowed us to bring high level training directly in-house, with ready-access.  It brings our staff into 

sharp focus to the higher emotional and ceremonial needs of those we serve. 

 



 

 
In March 2020, the world was surprised by the decree of the Coronavirus pandemic by the 
World Health Organization. From that moment on, the pandemic impacted life as we knew 
it. Borders between countries were closed and customs changed around the world to 
contain the spread of the virus. 
 
In the funeral department, the impact and changes were very significant. In addition to the 
growing number of deaths, it was necessary to reinvent ourselves to accommodate 
bereaved customers with a series of restrictions and legal impediments to avoid the risk of 
contamination in the farewell rituals. In some cases, wakes were banned or had their 
duration reduced, as well as the number of participants. 
 
In May 2020, the Primaveras Homage and Crematorium sector searched a way out to 
continue providing a dignified and personalized farewell to customers. With the support of 
our Engineering sector, and following the sanitary restrictions, the idea of creating a 
special tent to hold the tributes outdoors came up. Also with the support of landscaping 
and special lighting, the fixed white canvas tent, measuring 7m x 7m in length, was set up 
and began to accommodate bereaved families in record time. 
 
To keep the environment safe and distanced, there are only 4 chairs and participation 
limited to 10 people. Ensuring comfort on rainy days, it is possible to lower side awnings, 
leaving the front opening for air circulation. With these precautions, the new farewell 
ceremony had unrestricted public acceptance. Between May 2020 and July 2021, more 
than 549 ceremonies of people who died from complications by Covid-19 were held in this 
environment, providing a unique possibility for family members to have some final 
moments with their loved ones. 
 
The Primaveras Homage sector also developed a special ceremony adapted to the tent, 
reducing the time to 10 to 15 minutes, but with a lot of emotion and sensitivity. With a TV 

selected photos. The broadcast is accompanied by songs that marked their stories. Based 
on interviews with family members, the team composes and delivers a personalized 
speech. 
 
The innovation brought great recognition to Primaveras by the clients, who showed 
gratitude for being able to say goodbye to their loved ones, even in times with so many 
losses, restrictions and challenges. 
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