
How to Be An  
All Star Funeral Director 



Why This Presentation? 
 





Is Robin Heppell qualified to 
present this topic? 

 





General Attitude 
•  Show up to work 10 minutes early every day  
•  Well-groomed & shoes shined  
•  Remember names  
•  Public speaking  
•  Presentation skills 



Show up to work 10 minutes 
early every day  





Well-groomed & shoes shined  
 





Remember names  
 





Public speaking  
 







Poll:  
How often does your funeral 

home staff make public 
presentations? 



Presentation skills 
 





Funeral Skills 
•  Win the call  
•  Get the money  
•  Understand the profitability of the funeral 

home  
•  Attention to detail: deceased cuffs / nose hairs, 

obits, flowers 



Win the call  
 



Winning Calls: Most Profitable Skill 
When there is a price shopper on the phone, 
everything has worked to this point. Someone 
has died (or about to die) and your marketing 
worked enough for you to be on the short list. 

Now you will either win the call or lose  
the call forever… 



They’re Not Really Price Shoppers 
•  They are “Price Aware” 
•  When you don’t know what to ask, it’s a natural 

reaction to ask about price 
•  “I don’t want to get ripped off, so I better find out 

the costs.” 
•  Just think back to the last time you were faced with 

an unexpected expense – “How much is [this] 
going to cost?”  



Don’t Rattle Off Prices Immediately 
•  Build rapport with the caller 
•  “Sure, let me get that information for you. 

While I’m gathering that information…” 
•  At the end of the call, offer your cell phone 

number and email address 
•  If an email / web inquiry, email them back at 

the end of the day 



Mike Kubasak 
ü 3 questions before giving 

out prices 
ü “Besides price, …” 
ü “and what this means to 

you is…” 



Mike-isms 
•  You told me you have called other funeral homes. Where 

are you in the decision-making process? 
•  You told me that you will be calling other funeral homes. 

What are some attributes you look for in choosing a 
funeral home? 

•  What are some difficulties you are dealing with right 
now? 

•  Besides price, what is your biggest concern at this time? 



Mike-isms (con’t) 
•  Besides price, what is your key objective in choosing a funeral 

home? 
•  What is your biggest worry about the funeral  / cremation 

process? 
•  Before I give you just a price, I want to tell you how our 

cremation service is different from all others. 
•  Before I give you a price, I want to tell you about the care we 

render to deceased persons when there will be no 
embalming. 



Get the money  
 



Poll:  
What is your funeral home’s 

payment policy? 



Understand the profitability of 
the funeral home  

   





Attention To Detail:  
Shirt cuffs, nose hairs,  

obits & flowers 
 



















Double Check 
Your Obits 





Arrangements & Service Skills 
•  Introduce yourself before arrangements via 

email  
•  Follow up between arrangements and services  
•  Notes on back of file 
•  Closing & opening doors  
•  Survey with Post-It note  



Introduce yourself before 
arrangements via email  

 



The Pre Meeting Info Strategy 
Why should you do this 
•  Client family is more 

prepared for the 
arrangement & more at ease 

•  They will ask about new 
offerings instead of you 
having to present them 

•  Funeral averages should 
increase 

What you need to do 
•  Get email during the first call 
•  Send the email to the family 
•  Create webpage with 4 parts 

•  Information you need 
•  Things you need to bring 
•  Decisions you need to make 
•  Introduction to new services 



Subject: Information to review prior to our meeting 
 
Dear ###, 
 
Thank you for confirming your appointment with us to discuss the services that you want to have for 
your ###. 
 
We like to let families know ahead of time the various items that will need to be discussed during the 
arrangements. We have created a web page specifically for client families like yours so that you have 
some insights into the process of funeral and / or cremation arrangements. You can access that web page 
here: http://www.Your.FuneralChapel.com/pre-meeting-info/ 
 
Included on this page are a list of information and items that you may need to bring with you, some 
discussion on some of the various decisions that you will need to make, and a listing of some of the 
newer service offerings that we have available that you may not be aware of. 
 
Also at anytime - now or during the arrangements or after - we are always available to answer questions 
that you may have. 
 
Sincerely, 





Follow up between 
arrangements and services  

 



Notes on back of file 
 

Worksheets:	2	



Closing & opening doors  
 





Source:	h/ps://www.flickr.com/photos/that_chrysler_guy/	



Survey with Post-It note  
 







Include Smiling Photo + Cell # 



Poll:  
Are you or any other staff 

members Certified 
Celebrants? 



Your Best Marketing... 
 
 

Creating Great Funerals 
(in front as many people as possible) 

 

 


