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What will the new year bring for the cemetery industry?

A
Thomas P. Daly

Dick Perl David . Hepburn Jr.
What’s in store for the cemetery industry in 2012? Will the stories affecting
the industry in 2011 linger through 2012 and beyond? What will be the

most important issues for the cemetery industry in 2012? How important is

technology to cemeterians and their businesses?

To get some of these answers, we turned to three well-known figures in
the cemetery industry: Thomas P. Daly, principal in charge of CHS
Consulting Group in Westwood, Mass.; Dick Perl, president and owner of
Heart to Heart and vice president/director of marketing for Mobile
Memorial Gardens in Mobile, Ala.; and David N. Hepburn Jr., owner of
States West Gemetery Services in Huntington Beach, Calif. — for their
thoughts on the state of the cemetery industry in 2012.
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What were the most significant
events affecting the cemetery
industry in 2011? Will they linger
into 2012?

Daly: The events I feel affected our
cemeteries in 2011 the most may have
been the missteps by management at
Arlington Cemetery, events in Illinois,
and the most recent concerns with the
mishandling of remains at Dover Air
Force Base.

As trusted guardians of deceased
loved ones, all cemeteries large and
small and national veterans
cemeteries need to be aware of our
cemetery operations, record keeping
and diligence. These events may
change how our families trust the
cemeterian in the services and caring
profession we provide.

Perl: 1 think the (main issues)
affecting our industry in 2011 will be
the same in 2012 — the steady increase
in families choosing cremation with no
service. Cremation is not going away,
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and we need to be better marketers and
value builders. I also think we will see
an increase in families buying funeral
products online. Today’s buyers like the
freedom the Internet gives them.

Hepburn: The incease of the
cremation rate is going to affect the
industry. It’ll be the most popular way
to have a disposition; another thing is
the declining death rate. Also, another
is the huge, new numbers of veterans
cemeteries. Although veteran
cemeteries are a good thing, they are
taking away from the private sector
cemeteries. It’s free to families, but it’s
not really free — we all have to pay for
it through our taxes.

What do you think will be the most
important issues for the
cemetery industry in 2011?

Daly: The most important issues for
2012 are: burial disposition, memorial-
ization and the economy. I see these
three as important issues that we face
and need to continue educating our
consumer families about. It will be
important to promote personal choice
and prearrangement as cost saving
measures. Cremation is increasing as a
burial option by choice, but some
families chose cremation as a less
expensive alternative. In our area,
crematories are in cemeteries only, and
it is more important now to help the
family understand the need to memori-
alize the cremated remains in a
permanent location.

Perl: Cremation and the Internet. I
also think a very important issue is
going to be pricing. If families are not
getting value for their dollars spent,
they will not spend. If you want me to
spend thousands of dollars with you,
then you better give a reason why! Not
just because I loved my husband or
father; I want to show my love, but not
by how much I spend.

Hepburn: I think the two big issues
is how to deal with cremation
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memorialization and the major
competition with veterans cemeteries.

Do you believe the economy will be
better, worse or the same in 2012?
Why do you think so?

Daly: I would like to be positive and
say the economy is improving.

Perl: The economy will not improve
in 2012, and I honestly do not think we
will ever see the late 90s and early 2000
economy days again. Some of the
decisions made then are some of the
causes of the problems today.

Hepburn: 2012 is an election year, so
we’ll hear and see a lot of smoke and
mirrors on what’s going on. In terms of
the ecnomy affecting our business, we
need to maintain pricing structure and
continue to expand value. I don’t think
the economy will be worse in 2012.

How would you describe the state
of the cemetery service industry
going into 2012?

Daly: I see the cemetery service
industry always changing — in the past
and in the future years. The families we
service now require many different
choices of service, as well as different
burial options. In the past, the cemetery
provided services for a ground burial
only. Today, we have added many
options to the services we provide to
help meet the families’ choices.

Perl: The state of our industry is good
and will be even better in 2012, and
thereafter, providing we do a better job
of listening to the families we serve and
not focus on how much money we can
charge and get away with.

Hepburn: Cemeteries are aware that
they need to put their best foot
forward, especially with competition. If
they are not, they can lose business.
They need to keep their business at a
high level. Most forward-thinking
cemeterians know they need to invest
money in future inventory and services.

What are the hot-button issues in
the cemetery/death-care industry?

Daly: As a past cemetery manager and
now a consultant, I feel it will be
important to always be reviewing
your business and master plan for your
cemetery. Learning what is new and
changing in our industry and knowing
what your families would like now or
in the future is important to me.

Perl: Very simple: value and service. If
we do not provide a level of service that
is better than it is today, and then
expect to get paid more for less, we are
doomed to fail.

Hepburn: I think master planning is a
hot-button issue. People need to plan
ahead so they are ahead of the needs of
the community.

How important are marketing,
social networking and technology to
the cemetery industry?

Daly: Marketing, social networking
and technology are all very
important for all of us and the
cemetery industry. All are becoming
educational tools for your cemetery.
It helps potential customers learn
about your facility through websites,
constant contacts and many of the
social sites. Consumers gather infor-
mation through networking, and it
allows the cemetery a less expensive
way to advertise to a much larger
audience. Today’s technology has
allowed cemeteries to better manage
and archive its records and also offer
the information to visitors in their
cemetery through the use of informa-
tional grave location kiosks.

Perl: Marketing is very important,
but we need to be smarter marketers
in the future than we are today. We
spent a lot of advertising dollars on
things that just do not work any
more. As for social networking and
technology, look around — open your
eyes. It is here, and it is only going to



get stronger.

Hepburn: It is super important
because we are all going that way.
Many online users are 65 and older.
You have to have a presence on a
website, make it easy to read and
make it user friendly. You need to
make families pick you first.
Cemetery mapping is also important.
If you use social networking, you
need to make it functional and easy.

How do you think the rising
cremation rate will continue to affect
cemeteries in 2012?

What do you think we’ll

start seeing?

Daly: Cemeteries will continue to
see an effect from the rising
percentage of families choosing
cremation. It may affect their income
side of the burial/interment services.
They could possibly see fewer
services in their cemeteries if they do
not plan and create new inurnment
and memorial options for their
consumers to select from.

As part of a recent master plan and
study of trends, baby boomers and

rising cremation percentages in New
England states, CHS collaborated
with Dave Crispin of the BSC
Group. We know that more
individuals are selecting cremation,
and cemeteries need to address this
in their future planning. However,
when you take population, number
of deaths, etc., we find that casket
burials will still continue. Thus, in
future planning of available land,
cemeteries should add inventory for
casket burial options within their
mix of burial options.

Perl: Cremation will continue to
grow — the real question should be
how fast and to what extent. Here in
Mobile, Ala., the Bible Belt — it is
around 22 percent to 26 percent of
total deaths. Most of your readers
would thank God if it were only that
low in their areas. I think the only
way to slow down cremation is first
to educate family about options and
cost-effective alternatives.

Hepburn: It will have a major effect.
We need to train our counselors and
salespeople about memorialization,
not price. Cremation is being picked
for lots of reasons, not just price.

What is the best piece of
advice you can give a cemetery
professional?

Daly: Reach out, ask questions and be
a member of your state, regional and, if
possible, national cemetery organiza-
tions. There are many cemeterians that
may have had the same concerns or
questions. Find out how they would
handle the issue or correct a problem.
Attend association meetings or confer-
ences to educate yourself about
different burial options, products and
legislative issues that will affect your
cemetery.

Perl: We need to remember the
business that we are in. We are here to
serve and comfort, but most impor-
tantly, we are here to help the family
celebrate a life lived — not please stock-
holders and owners. If we do serve and
comfort our families, we will not have
to worry about profits.

Hepburn: Everyone in this industry
has to realize that they must be
professional. You must be fully
educated on what you’re selling.
Cemeteries should show respect to
every single family — that is what will
bring in future business. %
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To assist those in the business of developing and operating cemeteries
realize property and product potential, McCleskey Mausoleum Associates

offers the following services:

MASTER PLANNING, MARKETING, SALES, DESIGN, AND CONSTRUCTION

McCleskey Construction Company -
0370 (tel) - 800-622

10

723 S. Church Street,

y Buford Georgia
9 (toll free) - 770-263-9562 (fax)

30518
info@McCleskey.com

American Cemetery *« December 2011




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Gray Gamma 2.2)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.3
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket true
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.1000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams true
  /MaxSubsetPct 1
  /Optimize false
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings false
  /StartPage 1
  /SubsetFonts false
  /TransferFunctionInfo /Remove
  /UCRandBGInfo /Remove
  /UsePrologue false
  /ColorSettingsFile (Color Management Off)
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
    /TheCowboyFont
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 2400
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.00000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile (None)
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU <FEFF005500730065002000740068006500730065002000730065007400740069006e0067007300200074006f0020006300720065006100740065002000410064006f00620065002000500044004600200064006f00630075006d0065006e0074007300200066006f0072000a002000200020002000200020002000200020002000200020002000200020002000200020002000200020002000200020005100750065006200650063006f007200200057006f0072006c00640020004d00690064006c0061006e0064>
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


