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By: Joseph Morris
First of all I want to say a
heartfelt thanks to everyone
who came to the Homestead
to be a part of the annual
conference of the Virginia
Cemetery Association. It is
because of caring and compassionate people such as
yourselves that the VCA
exists. Both our vendors and
members will have a story to
tell in the years to come
about the black out at the
Homestead.
In spite of the tough circumstances we prevailed
and got some outstanding
education from our speakers
and some insight into the
future from our vendors. I
would like to personally
thank each and every one of
them; without them we
would not be able to have
these wonderful opportunities for the continued
growth of the industry we

all love.
It means so much to me to
become President of this
association and follow in the
footsteps of all of the leaders
of our industry who have
served it so well. I only hope
that I am able to keep the
standards that have been
set by the outstanding men
and women who have come
before me.
Our time at the Homestead was reflective of the
perseverance that has been
shown by the VCA. We have
worked tirelessly to support
our members and their businesses even through the
tough and dark times. We
have helped to build a
strong team that will always
look out for the best interest
of our member cemeteries
and the thousands of families that we serve every
year.

The unity that was displayed at our meeting
really showed me the bond
that has been established
between our members,
vendors and supporters. I
am so proud of the way we
pushed through the challenge and managed to
achieve our goals, while at
the same time enjoying
the resort and the company of our friends and
colleagues.
I can’t wait to see what
is going to happen at the
Williamsburg Lodge next
year. These conferences
just seem to get better and
better. If you missed it
this year, you have got to
come in 2013. Thanks
again to all of our loyal
vendors, speakers and
members for creating such
wonderful memories for us
all.
Joseph Morris
VCA President
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Legislative Updates
By: Mike Doherty
At the annual meeting at the
Homestead the VCA’s new lobbyist,
Aimee Perron Seibert, detailed the
results of four bills we worked on
during the past session of the General Assembly:
SB 638 amending §54.1-2322
(effective 7-1-12) to clarify
that no portion of the perpetual care trust fund shall be
used to pay debts or taxes of
the cemetery operator, and
that the trust is a separate
legal entity (from the cemetery operator).
HB 316/SB 430 adding
§15.2-2288.5 (effective 1-1-13)
concerning cemetery uses
and approvals. Further meetings to be held to seek relief
for cemeteries from zoning
requirements.
SB 8 amending §§2.2-713
and 37.2-1020 (effective 7-112) to give guardians the
power to make financial arrangements after the death of
an incapacitated adult.
HB 306 amending §57-39.1:1
(effective 7-1-12) to allow
cemeteries seeking to recover
burial sites as “abandoned”
after 50 years of nonuse to

skip certified mailing if the
last known address of the lot
owner is not known, and proceed to newspaper publication of the notice.
A lively discussion took place
among the attendees during Cemetery Board Investigator Herb Nichols’
presentation concerning this 50-year
statute. He posed a hypothetical
question: If 4 burial spaces were purchased is a single contract more than
50 years ago, and one burial has
taken place, does that mean the remaining 3 spaces have been “used” so
as to re-start the 50-year clock at the
date of the burial? The result of the
discussion was that the statute is
unclear on the point. However, it was
agreed that the intent of the law was
not to take away people’s rights unnecessarily, but rather to prevent
limited burial spaces (i.e. in almost
full cemeteries) from going unused.
Herb Nichols also pointed out that
the Cemetery Board is studying the
new “resale” law (§54.1-2312.1) to
interpret the statute on two points:
whether (1) the limitation of 4 resale
“transactions” per year covers more
than one grave space, and (2) the
subsections on transfer forms, transfer fees, etc. apply to all resellers or

Programs Committee

just funeral directors (who are not
limited by the 4 per year but are
limited to one at a time on an at
need basis).
There was a review of two
2011 laws that may apply
to cemeteries:
§54.1-2825
“Designee” form
whereby the person
designated under a
validly executed and
timely presented
designee form may
have priority over
next of kin for funeral and burial
arrangements.
§54.1-2807.01 specification of the factors
for a circuit court to
consider when next
of kin
disagree over arrangements for a decedent’s funeral or
the disposition of his
remains.
Finally, Aimee encouraged us to
meet with our local legislators to
establish a relationship. This is the
most helpful asset to a lobbyist…
we cannot expect them to handle
everything that comes up in Richmond!

By: Angela Byrum
Greetings! What an exciting time
we had at the Homestead this past
June. Thank you to our loyal suppliers, guest speakers, and attendees.
Without each of you, our annual meeting would not have been successful.
I am honored to serve the VCA as
First Vice President and your Program Chairperson.
The program committee is already
working on new ideas for training and
education. I am pleased to let you
know that we are going to combine
our very popular Spring Sales Semi-

nar with our Annual Meeting. This
new joint meeting will be held at The
Lodge in Williamsburg Virginia, June
of 2013. With break out sessions,
round table discussions and interactive training, managers and sales
counselors will have the opportunity
to customize their training to their
specific needs. For the first time ever
our vendors will be able to present
new products and services to both
management and to the counselors
that bring the products to the cemetery customer. Sales Counselors will

be included in the evening activities. We will continue to recognize
the VCA top 25 sales counselors.
It is a very exciting time in our
industry as cemeteries offer more
customized services to our families.
The VCA is committed to bringing
you quality training, information,
and the latest products and services
offered to our industry. I look forward to an exciting year!
Angela M. Byrum
Program Chairperson
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Community Relations Programs
By: Sondra Holmes
I would like to thank the Virginia
Cemetery Association for giving me
the opportunity to be among the distinguished guests at their 64th Annual
Meeting at The Homestead. I thoroughly enjoyed the meeting, even in
the midst of the Friday night’s raging
storm which toppled trees and
knocked out the power for thousands
of families. As one of the speakers, I
talked about “Building a Community
Relations Program”. One of my slides
referred to “Back-Up Assistance”;
what to do in case of an emergency.
It’s not a good practice to cancel an
event, also don’t rely on technology.
Well, I promise I didn’t know we
would be faced with these unfavorable
situations. Fortunately, many of us
are accustomed to the extreme heat
and adverse weather conditions so we
were able to persevere to make the
best of the weekend.

Let’s get back to Building a Community Relations Program. We recognize
the importance of providing each family with individual, compassionate and
caring service but equally important is
our attention and responsibility to the
community in which these families
live, work, shop, worship and recreate.
How does your cemetery give back to
the community it serves each day?
A community relations program will
give you the opportunity to help your
neighbors; giving your cemetery a
personal touch that is unsurpassed in
maintaining customer loyalty. Outreach programs can be combined with
other major initiatives such as the
Red Cross Blood Drives, Relay for Life,
American Diabetes Association, Alzheimer’s Association, Toys for Tots
and many other local and national
programs. Participation in events can
include sponsoring information

booths, providing refreshments, volunteering or fundraising.
Your cemetery would provide an excellent location for Remembrance Services,
Memorial Day Programs, Harvest Festivals, Easter Egg Hunts, Sunrise Services,
Veteran Programs, Historic Tours and so
many other events. Seize the opportunity to give back to your community and
build your customer loyalty.
I look forward to reading about your
successful Community Relation Programs. You may contact me at
Sondra.holmes@Dignitymemorial.com.
Sondra Holmes
Community Relations Coordinator
Rosewood-Kellum Funeral Home & Memorial Park
Smith & Williams Funeral Homes
Virginia Beach, VA

Past President’s Article
By: Caroline Smyth
Dear Fellow VCA Members,

he receives as our Consumer Protection Chairman. Mike Doherty
I would like to offer my thanks for and his legislative committee together with both of our lobbying
the wonderful support I received
from you all during my presidency. representatives, humble me with
the work they have accomplished
I am also so grateful to my fellow
in the Virginia General Assembly.
board members, my right arm
David Gilliam (Secretary) and my It is amazing how we continue, deleft arm Diane Munn (Association spite our size, to produce results
that associations of thousands canManager).
not claim. I am so proud to be part
of our industry exclusive associaWe have achieved so much in two
tion and feel that our exclusivity
short years. Our Programs Commakes our voice more persuasive. I
mittee has continued to grow our
look forward to continuing my work
Annual Sales Meeting both in atwith this wonderful association
tendance and programming offerthat so many great cemeterians
ings in the tradition started by
From left to right:
before us have entrusted to our
Past President Steve Gillespie.
Caroline Smyth, VCA Immediate Past
Our Annual Meeting programs con- care.
President;
tinue to amaze me with new and
Ellaway Amiker, III, SCCFA President
All my best,
refreshing topics. Our diplomat
extraordinaire, Jimmy Stuart, con- Caroline Seibold Smyth
tinues to resolve the few concerns
VCA Past President, 2011-2012
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Thank You To Our 2012
Annual Meeting Sponsors
PLATINUM:

SCI
GOLD:

Kryprotek
Matthews International
SILVER:

Brickman Group
Cold Spring Memorial Group
Family Bronze
Roland Vaults
Web Cemeteries/Vast Data Concepts
BRONZE:

Cemetery Funeral Supply
Eagle Granite
Ensure-A-Seal
Ingram Construction
Star Granite
Wise Benefits
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Dear Members of the VCA
Many thanks for your warm welcome at the Homestead VCA Convention. The
meeting was both informative and entertaining. I met many wonderful people.
Your speakers gave many insights, including the art of welcoming new people into
your life, and different ways to give back to our communities, suppliers and most
important, customers. Wasn’t Sondra Holmes inspiring? A Halloween Pumpkin
Patch?
I look forward to a growing relationship with all the nice people Janis and I met.

Gerald Goldstein, CEO
Family Bronze
www.familybronze.com
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Standing Apart: Marketing Tips from the VCA
Annual Meeting
By: Andrew Ryan & Mike Gray
Commonwealth Partnership Group’s Mike Gray and Andrew Ryan provided analysis and marketing tips during their presentation at the VCA Annual Meeting. The cemetery industry is becoming increasingly competitive and faces new economic and
marketing realties as we emerge from the economic downturn. Gray and Ryan briefly discussed the current state of the cemetery industry and reviewed the opportunities and challenges for those in this market. Given this backdrop, it has become
clear that cemeteries must find ways to differentiate themselves and target pre-need sales.
The presenters provided a framework for planning and conducting marketing campaigns. Marketing initiatives can be broken into four stages: market research, develop a plan, execute the strategy, and customer development. Before undertaking
any marketing activity, it’s critical that you conduct the necessary research and planning to ensure your efforts are strategic
and that limited budgets are allocated most effectively. Throughout their presentation, Gray and Ryan provided a number of
marketing tips for cemeteries to consider, including:
Be engaging and become a resource: All marketing content should be engaging and resourceful. You want to entice potential customers to come to the cemetery and you need to provide resourceful materials (hard sells are not effective,
especially in online communications).
Branded content will enhance your messaging: Consider branded content materials, like calendars with beautiful images
of the cemetery. This content will highlight a cemetery’s best features and serve as a constant reminder for potential
customers.
Don’t forget your online presence: Websites are often your first impression and should be updated consistently. Also remember to be active on social networks, like Facebook and Twitter. The fastest growing demographic of social media
users is individuals ages 45-65.
Emphasize your community role: Cemeteries perform important community functions. Invite community members to
your cemetery by offering targeted tours to various groups. Engage with the community by discussing the stories of
those buried at your cemetery.
Ultimately, the most successful cemeteries have been those that understand what makes them unique and effectively tell
their story. Every cemetery has a story to tell. If that story can be told in an engaging and resourceful manner, marketing
efforts will help the cemetery grow its business. For additional information or with any questions about marketing tactics,
Gray and Ryan can be contacted at 804-354-0964 or mgray@cpgroupllc.com and akryan@cpgroupllc.com.
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Recap-VCA Annual Conference
By: Herbert Nichols
Code of VA 57-39.1:1 Recovery of
abandoned interment rights
When interment rights that
have been granted by the
owner of a cemetery are not
used for a period of 50
years or more, they shall be
deemed abandoned and revert
to the owner of the cemetery,
provided he has complied with
the provisions of subsection B.

For Example…..Selling a mau• I don’t have to
soleum crypt owner a vault…
tell you…Funeral
can really cause hard feelings
Homes are quick to
toward the cemetery …. Not
complain…
only by that persons family
• If you have a
members but every family in
part-time job at a futhe neighborhood who they
neral home and custell.
tomers know that you
work there, and they
Please Caution your maintenance perbe inclined to follow
sonnel about their language around
you to the funeral
funerals….
home…..steering?
1950 purchase 6 interment
Code of VA 54.1-2314(9)
states using profane, indecent
rights…..does this section
Maintaining Mausoleums…….
mean that each of the six must Complaints…
or obscene language with the
be used within 50 years from
immediate hearing of the famDirty floors & windows
ily or relatives of a deceased,
1950 or if I use one in 1960
Broken crypt plates
then does a new 50 years start
whose body has been interred
Paint peeling
or otherwise disposed of….
on the remainder?
ODOR……

Section B …..after 50 years if
owner provides written response… spaces not abandoned….continue for additional 50 years from date of
response

Lighting
Flowers & other merchandise
inside & out

Recent complaint when one
family member was a trained
lip reader and she was verifying some profane language her
daughter said she heard at her
mother’s burial.

Permission from lot owner prior to
interment
Try to get this permission as
early as possible…at the grave
Paid in full letters to customers….
Cautions:
site during the funeral is not
Code of Va 54.1-2315(4) proMake sure the contracts are
the best
paid….had one when customer
hibits cemetery operators from
time or location
received to paid in full letters,
interfering with the freedom of
choice of the general public in Removal of Markers for burials
but contract was cancelled for
the choice of persons or establack of payment.
Please make sure the correct
lishments providing funeral
marker is returned
services, preneed funeral planning or preneed funeral conChristine’s Report
When family members come to
tracts.
cemetery and find another
This practice is often
person’s marker on what they She is in Florida celebrating her
referred to as “Steering”…..
mother’s 75th Birthday!!
thought was their relatives
• If a customer
spaces….they are not just very
144 Licensed Cemeteries
asks
congenial…..then questions
you which funeral
arise about ….if their relatives
Under 93 company licenses
home you would go
are buried in the correct
to….how do you respaces…you can imagine how
1,764 registered sales personnel
spond, so you would
this goes….
not be steering?
Cemetery Board met twice in Fis• If you provided a
Try to get marker replaced as
cal Year 2012
brother, sister or
soon as possible..
53 cases
cousin who was buryAll were Pre-IFF coning a relative in your
A month later really does not
sent orders
cemetery advice on
make many families happy..
which funeral home to
use…would you be
Sales Personnel….
steering?
I know you push for sales, but
• How far can you selling people something they don’t
go…..2nd , 3rd cousin, need…
aunt, uncle……where
does it stop?

In July, DPOR will be launching a
new website, which we hope
will be more user friendly.
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Spotlight on Cemetery
Rosewood–Kellum Funeral Home & Memorial Park, Virginia Beach, VA
Rosewood Memorial Park was established in 1954 on land originally
used as a farm and is considered one
of Hampton Road’s finest cemetery
and mausoleum gardens. The park
encompasses 55 acres of meticulously
landscaped grounds that are adorned
with Crepe Myrtle, Cherry Blossom,
Pine and Magnolia trees to provide a
quiet and picturesque setting in
which to honor the memory of your
loved one. The first service was held
in the Garden of Prophets in 1955.
In later years, we added the two largest gardens: Garden of Last Supper
and Garden of Good Shepherd. Both
of these gardens have amazing white
Italian marble monuments that signify their names.
Rosewood Memorial Park is comprised of 16 beautiful gardens, eight
mausoleums, a peaceful cremation
garden, and a selection of areas for
private estates. Throughout the
years of preparing for the needs of
our families, we have developed an
array of gardens and buildings to
keep families together eternally. We
are proud of the 15 by 25 foot American Flag which flies at the front of
our park. The beautifully landscaped
area surrounding the flag has been
reserved for our Garden of Independence.
In honor of our military and public
servants, we have the Tidewater Veterans’ Memorial Garden and the
Garden of Valor. Our Public Servants
Memorial is located in the Garden of
Valor and memorializes those public
servants whose lives were lost in the
line of duty. These gardens also display monuments, flags and benches
honoring those who have served our
country.
Our Chapel of Serenity mausoleum
building is one of the only climate
controlled mausoleums in the Hampton Roads area. The Court of Military
Honor proudly displays bronze
plaques representing each branch of
the service. Elegant glass front

niches were recently added to the
Chapel of Serenity. Many families
choose to hold graveside services in
our mausoleum chapel. Two garden
mausoleums are situated on each
side of the chapel building. A beautiful rose garden as well as other landscaping enhances the beauty and serenity of the mausoleums.
We are proud of the number of options available for families choosing
cremation or simply desiring to have
a family’s name permanently memorialized. Our Garden of Remembrance offers brick niches, columbariums, an ossuary, and a variety of areas for private estates, monuments
and benches.
Located at the front entrance of our
park, is a memorial in memory of
children who died as the result of
violence. Unfortunately, we are still
placing names on the memorial. The
community comes together annually
to honor the memory of those children.
Rosewood-Kellum Funeral Home
was established in 1980 by Neal Kellum and has been an important part
of the Virginia Beach community for
more than 32 years. To better serve

families, Rosewood-Kellum Funeral
Home is conveniently located on
the grounds of Rosewood Memorial
Park, which allows us to provide
funeral and committal services in
one place.
The Rosewood-Kellum staff is
committed to giving back to the
community in which they live and
work. Each year we have our annual Memorial Day Cook-out,
where our families enjoy hot dogs,
sodas, snack foods and great conversation by our staff. During the
Christmas season, families are invited to place ornaments on our
Christmas trees and attend one of
the Candlelight Service of Remembrance held in the funeral home
chapel. Our staff annually participates in and fundraises for the
American Diabetes Association’s
Step Out to Stop Diabetes program.
We continually seek to work together with other organizations
that support quality of life and
healthy living within our community.
Submitted by Sondra Holmes
Community Relations Coordinator
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Spotlight on Supplier
webCemeteries.com
Cemeteries are entrusted with the
sacred task of preserving a timeless memorial to the deceased. Today’s families
are accessing their heritage through
technology, and cemeteries have struggled to identify the proper memorialization option -for today’s technologically
oriented families. With half of the Baby
Boomer generation using the internet
and a third using smart phones on a
regular basis, there is little doubt that
timeless memorialization must include
digital memorialization - but how? West
Laurel Hill Cemetery and webCemeteries.com worked together to create an
answer.
Located in Topton, PA helping cemeteries computerize their paper records
and leverage technology, webCemeteries.com worked with the historic 189
acre West Laurel Hill Cemetery in Bala
Cynwyd, PA to design of an awardwinning mobile application for digital
memorialization. West Laurel Hill’s
digital memorials tell the life’s story not
only online through a memorial page,
but also at the graveside.
Through the mobile app, visitors can
use the GPS on their phone or tablet
(like the iPad) to navigate directly from
wherever they are standing over to the
burial site. Once there, they can view
the digital memorial, complete with stories, pictures, videos and audio from
friends and family. From the physical
site of memorialization, where previously there was only a dash between two
dates, the entire life story can be told.
West Laurel Hill’s digital memorials
are timelessly linked to the physical
burial site. Rather than depending on
barcodes or computer chips that require
maintenance and are threatened by
technological advancements, their digital memorials are geo-referenced to the
grave through the longitude and latitude of the physical site. As long as technology exists to read longitude and latitude, West Laurel Hill’s visitors will be
able to locate their loved one’s grave and
interact with their heritage.

cemetery, visiting their loved one’s
grave and leaving again, visitors are
using the app to view the life stories of
the people buried around their family
lot, as well as navigating the pre-loaded
walking tours of interesting and famous
people buried at West Laurel Hill. The
cemetery has become a window into the
community’s past. History has never
been more accessible.
West Laurel Hill reports that after
coming to visit their family lot, visitors
will return to the cemetery to navigate
one of the nine pre-loaded walking
tours, including the “Landmarks,”
“Baseball,” “Medal of Honor,” and
“Chocolate, Candy and Cough Drops”
tours. West Laurel Hill is also incorporating these tours into their annual
events at the cemetery.
For families with an extensive heritage at West Laurel Hill, the cemetery
can create a personalized walking tour
for the family. A private tour like this
will locate each member of the family
who is buried at the cemetery, display
the sites on the map and then provide
links to their digital memorial.

member their loved ones and share
their memories with others. There is a
lot of excitement and many more submissions than we anticipated. Based on
the reaction we have seen, we are planning to permanently incorporate these
digital memorials into our aftercare
services,” says Deborah Cassidy, Director of Sales, Marketing and Family
Services at West Laurel Hill.
Wanting to meet their families’ technological expectations, and seeing an
opportunity to differentiate
themselves in the market place West
Laurel Hill is also beginning to incorporate the creation of the digital memorial pages into their standard funeral
and burial arrangement process.
Their counselors select a theme for
the digital memorial and collect at
least one photo from the family, along
with the loved one’s life story or obituary. Families can also include links to
Facebook pages or any other site that
is meaningful to the family. At no additional charge, the family is offered a
hard-copy of the memorial page to be
handed out to the attendants of the
grave side service. The printed page
Taking the memorial (and the ceme- displays the life story and photo, along
with an invitation to return to the
tery) home
cemetery’s website to share a memory
West Laurel Hill’s digital memorials
or story with the family.
are also accessible through their website, www.forever-care.com, where families can search the cemetery’s burial
Enhancing operations and superrecords, view the memorials and submit charging sales
their own memories and stories to
One of the distinctive qualities about
share. Their newly debuted “Legacy Pro- the Boomer demographic and today’s
gram” has solicited a high number of
technology saturated culture is the
responses from families wanting to endesire to have access to information
hance their loved ones’ physical marker now. Our culture has grown accuswith a digital memorial.
tomed to cell phones, mobile internet,
Best of all, rather than visiting an
quick answers to questions, fast food
ancillary site like Find-A-Grave or Face- restaurants, TiVo to skip commercials,
book, the family across the country will and the list goes on.
be visiting West Laurel Hill’s website
Realizing that when the modern fam(the organization they trusted for memo- ily visits a cemetery they don’t want to
rialization) whenever they want to rewait for answers, West Laurel Hill also
member their past.
set up a private, administrative version
Through their Legacy Program, the
of the app to enable staff to answer
cemetery has reached out to lot holders questions from the field. The cemetery
with burials from the past year, asking staff can view scanned documents (i.e.
Redefining the cemetery
them to submit pictures, stories and
lot diagrams), create work orders, and
Geo-referencing the digital memorials videos about their loved ones. The review and reserve available property
has changed the very definition of what sponse from their families has been even from the grounds using the app.
West Laurel Hill is in the eyes of their
better than they imagined. “Families are West Laurel Hill’s family service
community. Rather than coming to the
seeing this as a meaningful way to recounselors can use the mobile
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Spotlight on Supplier (Continued)
application to walk the grounds answering questions, responding to complaints
and showing available property. This
unprecedented level of customer service
leaves high customer satisfaction, and
provides for excellent sales prospecting
opportunities.
The grounds staff has also been empowered. They are using the app from
the field to identify the layout of lots
and create work orders, and they intend
to complete their annual grounds inspection (which has been traditionally
paper-based) by walking the grounds
with the mobile application and automatically generating the inspection report and corresponding work orders
back at the office.
West Laurel Hill is classified as an
arboretum, and the cemetery is now
using the app to survey the trees
throughout the cemetery and plan the
planting of future trees.
The arborist walks through each section, selecting the tree type, condition
level, and needed maintenance, save any
notes, and take a picture and upload the
data into the database. Once the data is
saved, the app also captures the longitude and latitude of the tree so that the
tree location can be found on a satellite
map back at the office, or so that the
staff can use the app to navigate to the
tree and complete the needed maintenance.

membered, but the families will always
remember where their loved one is buried and who they trusted with the timeless memorial.
Today, according to Pew Polling and
Nielson research, 74% of Boomers use
the internet regularly and 30% own a
smart phone. Perhaps the most important statistic to note is that they are the
fastest growing demographic when it
comes to technology use. A significant
amount of our target market is using
technology today, and that number is
only growing larger as they follow the
trends of (or try to stay in touch with!)
their children and even grandchildren.
Cremation has changed our industry
forever, and technology will as well. We
have the opportunity to remain relevant
to a generation shifting to the mobile
world, and become relevant to their children who were raised in a digital world.

Conclusion
Since West Laurel Hill’s success with
this new technology, about a dozen
cemeteries across the country have begun following their example by using
the webCemeteries.com mobile application. Due to demand, webCemeteries.com has integrated the mobile app
with the HMIS and MBS cemetery software programs, and also launched a
version of the app that does not require
the cemetery to computerize the entirety
of their paper records. Each cemetery is
using the app differently, some primarProven demand
ily for digital memorialization, others
Today’s consumer is smart, savvy,
and increasingly relies on technology to primarily for administrative use. Some
allow families to download it to their
fulfill day-to-day activities. No part of
personal phones, others require the visidaily life is immune from it. The Baby
tors to come into the office and borrow a
Boomer demographic, our industry’s
tablet. All of them are receiving positive
largest market segment, is the fastest
feedback from their families and staff.
growing segment of technology users.
Families are not just moving toward
West Laurel Hill has seen their Boomer
demographic embracing digital memori- technology, they are constantly using it
now, and this provides a valuable opporalization, and this new trend is also
tunity for everyone involved. Cemeteries
demonstrated through websites both
can find new cultural relevance in modinside and outside of our industry.
Sites like Find-A-Grave and Facebook ern technology, and families can be empowered to interact with cemeteries on a
are routinely used to create online melevel never before imagined.
morials for loved ones. Many funeral
homes also appropriately offer memorial
By Nick Timpe, Director of Sales and Marketpages which friends and family from
around the world use to share memories ing at webCemeteries.com.
and stories at the time of passing. These webCemeteries.com offers on-site scanning of
paper cemetery records, off-site data entry, a
pages are appropriate and helpful for
web-based cemetery records management
connecting loved ones at the time of
system, online digital memorials, and the
need, but where does the family go to
cemetery mobile app.
access their heritage years or generations later? These sites may not be re-

The Importance of
Cemetery
Maintenance
By: Don Green
The last article on Cemetery Maintenance covered Eye Appeal, Customer
Satisfaction, Safety and the requirements of a Superintendent. This Spotlight will cover a broad range of maintenance concerns.
Our goal is to have the Spotlight
on educational concerns and not just
one person’s opinion. I would like some
input on different aspects you would
like covered or questions of how to do
things differently.
Some examples are:
How do we lay out a new cremation garden?
Do you have a new idea you would
like to share with the group?
We are all good but together we
can be better.
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Selling Tips
By: Steve Gillespie
You have heard me say many times that Sales is an acquired skill and it is never mastered. The professional
sales person knows that there are several variables that make them who they are. The TOP salesperson
knows they must understand the personalities of the person they are trying to sell. This will enable them to
close the sale more timely and effectively.
People generally fit into 1 of 4 categories; they are Drivers, Expressive, Analytics, or Amiable. Below is a
personality chart to help you understand how they think and the best way to handle the customer.
ATTITUDES & PREFERENCES

The likes and dislikes of each personality type are very difficult
DRIVERS
“I like to win!”

EXPRESSIVES
“I like to be liked!”

I like to think about the future.
I like new ideas.
I like a challenge.
I like activities that change a lot.
I like projects that produce results.
I like to be my own boss.
I like to move fast.
I don’t like to be under anyone else’s control.
I don’t like to get bogged down in details.
I like to be evaluated on results.
ANALITICS
“I like to be right!”

I like practical ways to do things.
I don’t like conflicts with people.
I like to express my ideas and feelings.
I like being part of a group.
I don’t like details.
I dislike a lot of control or pushy people.
I like people to agree and get along.
I enjoy peace and harmony.
I like a lot of social activity and fun.
I like surprises.
AMIABLES
“I like to be accepted!”

I like practical ideas and suggestions.
I like to know exactly what is expected of me.
I don’t like a lot of clutter.
I like to finish whatever I start.
I like an established routine.
I don’t like conflicts.
I like technical things requiring thought and planning.
I think I worry a lot.
I like specialized tasks.
I like clear instructions.

I like teamwork and cooperation.
I like predictability.
I like to work on one task at a time.
I like sticking with what I know will work.
I don’t like arguments.
I like things to stay the same.
I love practicality – the more practical, the better.
I don’t like conflict.
I don’t like sudden changes.
I like knowing what is going to happen in advance.

IDEAL ENVIRONMENT

Each style has a “comfort zone”: “I like an environment where …”
DRIVERS

EXPRESSIVES

I can be in charge of myself and others.
There are a lot of different activities and challenges.
I have freedom to set my own priorities and pace.
I can see that I am growing.
The bottom line is important.
I have good opportunities for advancement.
I can look good.
ANALITICS

There are people to talk to.
Good work is recognized and praised.
There is opportunity to influence others.
Everyone has a good attitude.
People are accepted.
There are positive working conditions.
I am free from a lot of details and repetitive tasks.
AMIABLES

There is a specific plan.
I don’t have someone looking over my shoulder.
There is no “hurried” activity.
There are exact roles and job descriptions.
Expectations are clear.
Changes are made slowly and carefully.
I can be rewarded for new ideas and improvements.

I can identify with a group.
Sincere appreciation is shown.
There is a regular routine of events.
I don’t feel rushed and under pressure.
There is not much change.
We specialize in a doing a few things well.
I know what and where my boundaries are.
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Selling Tips (Continued)
MOTIVATIONAL TIPS

Each personality style has different “hot buttons.” They might say:
DRIVERS

EXPRESSIVES

I like to be in charge.
I like situations that change a lot.
When I work hard, I work hard.
When I play, I play hard.
I like to have power.
I am not afraid to take risks.
I like to make decisions.
I don’t like the same routine.
I don’t like doing slow or repetitive tasks.
I like new challenges.
I like to solve problems.
I like to be in authority.
ANALITICS

I like a lot of friends.
I like acceptance.
I like other people to handle the details.
I like a friendly environment.
I like encouragement.
I prefer short projects to long ones.
It is important to me to be popular.
I don’t like a lot of rules.
I like to “go” and “do.”
I dislike too many regulations.
I like public recognition.
I am easily distracted.
AMIABLES

I like quality.
I don’t like a lot of silliness.
I like detailed tasks.
I like logical information.
I like charts and graphs.
I like to find creative solutions.
I like to be reassured.
I like to be organized.
I have high standards for myself and others.
I tend to be a perfectionist.
I like to be commended for doing good work.
I like to know things step-by-step.

I like a stable lifestyle.
I like to please others.
I enjoy people enjoying life.
I don’t like starting new projects.
It makes me happy to see others happy.
I don’t work well with aggressive people.
I like to feel appreciated.
I like routine procedures.
I don’t like “daring” events.
I like to feel secure.
I enjoy finishing a task.
I don’t mind being told what to do.

COMMUNICATION TIPS

When talking to each of the personality types, it is best to:
DRIVERS
Get to the main point.
Be brief and specific.
Think in terms of answering the “WHAT?” question.
Focus on action-based results.
Be logical.
Agree with objective facts – not subjective people.
Look for obstacles to overcome.
Support your statements credibly.

ANALITICS
Supply clear, accurate data.
Eliminate surprises.
Think in terms of answering the “WHY?” question.
Create a “Pro/Con” balance sheet for suggested actions.
Be specific on points of agreement.
Show how they fit in.
Anticipate their questions and have credible answers.
Be patient and speak slowly while providing details.
Review your thoughts clearly.

EXPRESSIVES
Keep a friendly environment.
Let them express their ideas.
Think in terms of answering the “WHO?” question.
Help them turn their talk into action.
Tell them what others have done.
Allow time for socializing.
Have short-term projects with incentives.
Indicate mutual friendship.
Focus on their accomplishments.
AMIABLES
Be agreeable and non-threatening.
Show sincere interest.
Think in terms of answering the “HOW?” question.
Demonstrate patience.
Be clear and explain details calmly.
Allow time to adjust to changes.
Explain their contribution and valued service in the plan.
Provide follow-up and transitional support.
Show them the benefits of their actions.
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Selling Tips (Continued)

“Create a motivational
environment that will
allow each individual’s
natural motivations
come to the fore.”
Attitudes and Preferences
♦ Communication Tips
♦ Ideal Environment
♦ Motivational Tips
♦

I hope this will help you hone your selling skills.
GOOD LUCK AND GOOD SELLING!
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Virginia Cemetery Association Officer & Directors

Committee Members

President:
Joe Morris (2013)
Rosewood Memorial Park
631 Witchduck Rd
Virginia Beach, VA 23468
Phone: 757-497-8925
Fax: 757-201-3022
Email: joseph.morris@sci-us.com

Executive Committee
Joseph Morris – Chairman
Angela Byrum – 1st VP
Todd O Quinn – 2nd VP
Mike Doherty
David Gilliam
Jimmy Stuart
Caroline Smyth

Immediate Past President
Caroline Seibold Smyth
Stafford Memorial Park
154 Shelton Shop Rd.
Stafford, VA 22554
Phone: 540-659-2191
Fax: 540-288-1021
Email: staffordmemorialpark@verizon.net
1st Vice President:
Angela Byrum (2013)
Williamsburg Memorial Park
P.O. Box 980
Lightfoot, VA 23090
Phone: 757-565-2006
Fax: 757-565-4707
Email: abyrum@williamsburgmemorialpark.com
2nd Vice President:
Todd O’Quinn (2016)
Clinch Valley Memorial Cemetery
P.O. Box 702
Richlands, VA 24641
Phone: 276-964-4410
Fax: 276-963-6030
Email: koquinn@stei.com
Secretary
David Gilliam (2015)
Hollywood Cemetery
412 S. Cherry Street
Richmond, VA 23220
Phone: 804-648-8501
Fax: 804-644-7345
Email: info@hollywoodcemetery.org
Treasurer:
Jimmy Stuart
Parklawn Memorial Park
155 Butler Farm Rd.
Hampton, VA 23666
Phone: 757-766-1063
Fax: 757-865-6091
Email: james.stuart@sci-us.com
CoCo-Supplier Representative:
Mike Ash
Matthew International
1315 West Liberty Ave.
Pittsburgh, PA 15226
Phone: 304-288-6558
Fax: 412-571-5638
Email: ash@matw.com
Eric Robuck
Web Cemeteries/Vast Data Concepts
P.O. Box 14
Virginville, VA 19564
Phone: 800-653-7049
Email: eric@therobucks.com

Veteran Cemetery Liaison
(VACANT)
Other Directors:
Belinda Drewry- Bush (2013)
Fort Hill Memorial Park
5196 Fort Ave.
Lynchburg, VA 24502
Phone: 434-239-6951
Fax: 434-239-0613
Email: bbush@stonemor.com
Mike Doherty (2014)
Fairfax Memorial Park
4010 University Drive, Suite 102
Fairfax, VA 22030
Phone: 703-267-6880
Fax: 703-267-6882
Email: mikedoherty@att.net
Steve Gillespie (2014)
Stewart Ent / Highland Memory Garden
300 North Kanawha Street, Suite 101
Beckley, WV 25801
Phone: 540-998-9818
Fax: 304-254-3258
Email: sgillespie@stei.com
Paul Hazelgrove ( 2015)
SCI/ Richmond—Virginia Beach Market
1771 N. Parham Rd
Richmond, VA 23229
Phone: 804-335-6596
Fax: 804-285-2861
Email: paul.hazelgrove@dignitymemorial.com
Ted Dudley (2014)
City of Norfolk Cemeteries
238 East Princess Anne Road
Norfolk, VA 23510
Phone: 757-441-2576
Fax: 757-441-1332
Email: Armistead.dudley@norfolk.gov
Jim Glass (2016)
Mount Calvary Cemetery and Mausoleum
1400 S. Randolph Street
Richmond, VA 23220
Phone: 804-355-5271
Fax: 804-355-5277
Email: jim.glass@mcalvary.com
Don Green (2015)
StoneMor Partners L.P.
7459 Old Hickory Drive, Suite 101
Mechanicsville, VA 23111
Phone: 804-746-1896
Fax: 804-730-2076
Email: dgree@stonemor.com
James Lucas (2016)
Memorial Gardens of New River Valley
P.O. Box 1003
Blacksburg, VA 24063
Phone: 540-552-7800
Fax: 540-951-7402
Email: jlucas@memorialgardensnrv.com

Consumer protection
Jimmy Stuart - Chairman
Ted Dudley
Ethics & Rules
David Gilliam – Chairman
Angela Byrum
Don Green
Finance
Jimmy Stuart – Chairman
Mike Doherty
David Gilliam
Caroline Smyth
History
Vernon Stuart- Chairman
Conrad Childress
Parke Goodall
Neil Doherty
Legislative
Mike Doherty – Chairman
Jimmy Stuart
David Gilliam
Caroline Smyth
Paul Hazelgrove
Joe Morris
Membership
Don Green – Chairman
Jim Lucas
Todd O Quinn
Spotlight
Belinda Bush – Chairman
Don Green
Joe Morris
Caroline Smyth
Website
Caroline Smyth – Chairman
Paul Hazelgrove
David Gilliam
Programs / Sponsorship
Angela Byrum – Chairman
Todd O Quinn
Don Green
Joe Morris
VFDA
Paul Hazelgrove – Chairman
Jimmy Stuart
Mike Doherty
Joe Morris

Virginia Cemetery
Association
P.O. Box 74428
Richmond, VA 23236
Phone: 804-675-7502
www.virginiacemeteryassociation.org

Help us to serve you better!
Established 1948

We are on the
Web

SAVE THE DATE!

Mid-Atlantic States Cemetery and
Funeral Conference
November 7th-8th, 2012
Golden Nugget
Atlantic City
(Huron Ave and Brigantine Blvd)

