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Academy of Professional Funeral Service Practice 
PO Box 1160 • Buchanan, GA 30113

Meet the 2012-2014 APFSP Board of Trustees
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President
William P. “Bill” Joyner, CFSP
Independent Funeral Consulting
PO Box 17931
Raleigh, NC 27619
Phone: (919) 605-5407
Email: bjoynercfsp@gmail.com
(Term Expires: 2014)

Vice President
Robert E. Parks, CFSP
J. Henry Stuhr, Inc. Funeral Chapels and Crematory
232 Calhoun Street
Charleston, SC 29401
Phone: (843) 723-2524  Fax: (843) 724-1548
Email: bob.parks@jhenrystuhr.com
(Term Expires: 2016)

Secretary/Treasurer
John T. McQueen, CFSP
Anderson-McQueen Family Tribute Centers
2201 Dr. ML King Street North
St. Petersburg, FL 33704
Phone: (727) 822-2059  Fax: (727) 342-6330
Email: john.mcqueen@andersonmcqueen.com
(Term Expires: 2016)

Immediate Past President
Arvin W. Starrett, CFSP
Starrett Funeral Home
425 South Church Street
Paris, TX 75460
Phone: (903) 784-4333  Fax: (903) 784-7200
Email: starrett_funerals@sbcglobal.com
(Term Expires: 2014)

Board Members
John W. Evans, CFSP
Evans Funeral Home
314 East Main Street
Norwalk, OH 44857
Phone: (419) 668-1469  Fax: (419) 663-6149
Email: john@norwalkfuneral.com
(Term Expires: 2018)

Robin M. Heppell, CFSP
FuneralFuturist.com (Div. of Heppell Media Corporation)
Box 8723
Victoria, BC, V8W 3S3
Phone: (250) 744-3595  Fax: (250) 483-5455
Email: robin@funeralfuturist.com
(Term Expires: 2016)

Donald B. O’Guinn, CFSP
O’Guinn Family Funeral Homes, Inc.
PO Box 146
Clio, MI 48420
Phone: (810) 686-5070  Fax: (810) 686-2036
Email: dboguinn@aol.com
(Term Expires: 2018)

Lacy Robinson, CFSP
Aurora Casket Company
10944 Marsh Road
Aurora, IN 47001
Phone: (812) 926-5662
Email: lrobinson@auroracasket.com
(Term Expires: 2018)

Valerie J. Wages, CFSP
Tom M. Wages Funeral Service, LLC
3705 Highway 78 West
Snellville, GA 30039
Phone: (770) 979-3200  Fax: (770) 979-3204
Email: valerie@wagesfuneralhome.com
(Term Expires: 2016)

Education Consultant
James M. Dorn, CFSP
Xavier University
Department of Chemistry
3800 Victory Parkway
Cincinnati, OH 45207
Phone: (513) 745-3351  Fax: (513) 745-3695
Email: dornj@xavier.edu

Executive Director
Patty S. Hutcheson, CFSP
PO Box 1160
Buchanan, GA 30113
Toll-Free: (866) 431-CFSP (2377)
Phone: (770) 646-8988
Fax: (770) 646-9490
Email: phutcheson@apfsp.com
Email: webmaster@apfsp.com
Web: apfsp.org

First and foremost, I want to thank the Board of Trustees for placing their trust 
in me to serve as president of the Academy for the past two years. It is with mixed 
emotions that I submit my last President’s Message.

It has been a great privilege to represent you throughout America. This incredible 
journey, filled with many memories, will remain with me forever. On the other 
hand, I know that I will miss the opportunities to fellowship with other members 
of the Academy like I have been able to while serving as your president.

My years on the Academy Board have been an important and rewarding experience 
for me. I feel blessed to have been able to work closely with such a unique group of 
professionals, and as a result, I have been the benefactor of this opportunity.

I am very pleased to report to you that the Academy continues to increase in 
membership and is strong in every area. I want to recognize everyone who was 
involved in or participated in our search for a new executive director. I am pleased 
that we were able to move throughout that process with seamless and transparent 
professionalism. With a new executive director in place, we will continue to strive 
to raise the excellence of the Academy.

I hope all of you attended the APFSP breakfast in Nashville, Tennessee, at the 
annual convention of the NFDA in October. I believe our speaker, Peter Burke, 
CFSP, presented ideas that will inspire us to move the Academy to new levels in 
educational excellence.

Again, my thanks to the Academy Board for your confidence in me to serve as 
your president and to the Academy members who started me on this journey some 
six years ago. A very special thanks to Kimberly Gehlert and Patty Hutcheson for 
their hard work and dedication to the Academy. They have been awesome.

May God richly bless all of you. 

President’s Message

William P. Joyner, CFSP
APFSP President
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The use of a logo is to promote instant public 
recognition. The use of the initials “CFSP” 
serves as a tangible symbol of this significant 
and outstanding accomplishment. Have you 
ever had a funeral director ask you what those 
initials meant or even what the Academy is? 
Even within our own industry, the Academy 
lacks name recognition. It is up to each mem-
ber to tell our story and encourage others to 
join and work toward becoming Certified 

Funeral Service Practitioners. A few years ago, 
I heard someone ask what the “CFSP” stood 
for, and a funeral director who was not an 
Academy member spoke up and said, “CFSP 
stands for ‘certified fool sampling peanuts.’” 
That could have been a laughable moment, 
but not for this Academy member.

On the Academy website (www.apfsp.org), 
you will find a section labeled “Family 

Cards, Logos, Scripts, and Releases.” In 
the logos section, there are beautiful logos 
that you can download and use on your 
funeral-home stationery or advertisements. 
Use them. You worked hard to proudly wear 
the pin and use the initials. Promote your 
accomplishments and the Academy. Instant 
public recognition may be a long shot. But 
instant recognition within our industry 
should be a goal of every member. 

You have elected a new member 
to the Board of Trustees — Ms. 
Cheryl V. Anderson of North 
Carolina. Cheryl received the 
CFSP certification in 2013.  
She is the general manager  
of Kelsey Funeral Home in 
Albemarle, North Carolina,  
and is also licensed in South 
Carolina. Cheryl is very 
involved in her community  
and in several other funeral  
service organizations.

In responding to the question concerning 
her desire to be an Academy Board member, 
Cheryl wrote, “I would like to serve on the Board 
of Trustees and have an opportunity to work with 
others who share the same passion as I for our 
beloved profession of funeral service. I want to 
share and receive new ideas. I believe I will bring 
a new voice, vision and creativity to the board. 
The Academy has a strong foundation, and I 
would like to be a part of the next tier that will 
continue to keep us in the forefront of the funeral 
service industry.”

The new Board member was invited to attend 
the Board of Trustees meeting on October 
12, 2014. She was then installed to serve on 
the Board on October 13, 2014, in Nashville,  
Tennessee, at the Annual Meeting. 

ACADEMY LOGO

Congratulations to the New Member of  the Board of  Trustees

What does the Academy APFSP or CFSP logo mean to you? Many professions grant special recog-
nition to members upon completion of a series of academic and service requirements that eclipse 

those of state or national licensing boards. This level of achievement is often recognized by the use of ini-
tials after one’s name to signify this level of achievement. What do these initials after your name mean to 
you? As a member of the Academy, whether you are certified or working toward certification, you should 
be able to tell others why this organization and recognition are important to you. One goal of the Academy 
is to provide funeral service practitioners a professional designation that sets them apart. Your member-
ship communicates a commitment to your families and colleagues that you go above and beyond what 
is required for continuing education. And even in some states where formal continuing education is not 
required, you stand firm in your voluntary participation that lifelong learning is important.
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Rich Kizer and Georganne Bender are professional speakers, authors 
and consultants whose client list reads like a “Who’s Who” in busi-
ness. Companies internationally depend upon them for timely advice 
on consumers and the changing retail marketplace.

Kizer and Bender recently made Meetings & Conventions magazine’s list 
of Meeting Planners’ Favorite Keynote Speakers; they’ve also been 
named “Two of Retailing’s Most Influential People.” And with good 
reason: Rich and Georganne are experts on generational diversity, con-
sumer trends, marketing and promotion, and everything retail. They are 
widely referred to as consumer anthropologists because they stalk and 
study that most elusive of mammals: today’s consumer. 

Kizer and Bender are well known for their unique and intensive con-
sumer research — they have been mystery-shopping funeral homes and 
cemeteries since 2005. They’re serious about studying consumers: Any 
speaker can talk about customers, but Georganne and Rich actually be-
come them. In addition to yearly focus groups, one-on-one interviews 

and intensive on-site studies, their research includes posing as every 
kind of customer you can imagine. The result of their research is liter-
ally straight from the customers’ mouth: solid ground-level intelligence 
you can use to better serve your own customers.

Kizer and Bender’s observations are widely featured in the media, includ-
ing the ABC News special report “How Stores Hook You.” Their books 
Champagne Strategies on a Beer Budget! and Jingle Bells … Christmas Sells 
have helped thousands of retailers improve their bottom lines, and their 
bylined column, Georganne & Rich on the Road, was twice honored 
with The American Society of Business Publication Editors Award of  
Excellence (ASBPE). 

Kizer and Bender’s presentations blend brilliant content with colorful 
examples, humor and insight. You’ll learn while you laugh! And you’ll 
come away with inspiration, strategies, tactics, tips and techniques you 
can use the second you return to your business! 

Rich Kizer and Georganne Bender

Be Your Own 
Customer!
by Rich Kizer and Georganne Bender

One good thing about being on the road is that when 
you return to what’s familiar, you have a fresh perspec-
tive. After a few days away, we always see our office in 
a different light, and we usually make a few positive 
changes. Time away allows us to see it more clearly 
through the eyes of our clients: The furniture place-
ment that made sense when we left town now looks 
unbalanced. And those piles of paper on our desks that 
we always plan to get to, but somehow never do, just 
make our office look disorganized and, well, messy.

Sometimes you just have to step back and be your own customer.

If we’ve said it once, we’ve said it a million times: There is no reality in 
business, only perception — the customer’s perception of your funeral 
home is the only one that counts. You can have the best product at the 
best price, plus fabulous, caring and knowledgeable associates, BUT 
the second a customer walks in your door and finds you having a bad 
day, his or her perception changes. And usually not for the better. We 
all make an unconscious value judgment about the places we do busi-
ness with within the first 10 seconds of contact; that’s why you have to 
constantly be on guard about how your funeral home looks through 
your customers’ eyes.

How often do you walk in your customers’ shoes and look at your facil-
ity through the objective eye of the customer? Notice that we said “ob-
jective”; you’re not being objective if you look at a really tired product 
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APFSP News and Notes
Note Our New Address! 
The Forwarding of Mail May STOP Soon!
Please be sure to double-check before mailing renewal checks 
or other correspondence to the Academy. Our new address is:

PO Box 1160
Buchanan, GA 30113

Phone: (770) 646-8988
Fax: (770) 646-9490
Toll-Free: (866) 431-CFSP (2377)
Email: phutcheson@apfsp.com

Renew Quickly Online
For your convenience in paying your renewal, we accept Mas-
terCard, Visa, Discover and American Express or transfers 
directly from your bank account using PayPal. Call us at (866) 
431-CFSP, or visit apfsp.org and log in to pay online. 

Has Your Address Changed?
Don’t forget to notify us of any changes in your address, 
phone number, fax number or email address. For your con-
venience, please call or email your changes to our office at  
phutcheson@apfsp.com.

Have You Seen Someone Using 
the CFSP Designation Who Shouldn’t?
The Academy Board of Trustees considers the unauthorized use 
of the CFSP designation by nonmembers and non-CFSPs a seri-
ous matter. The current list of CFSPs is published at apfsp.org. If 
you discover someone has used the CFSP designation, but he or 
she does not appear on the published list, would you please let 
us know so we can address the situation immediately?

In order to continue to use the CFSP designation, a member must 
either be a Lifetime member of the Academy or pay his or her 
renewal each year and meet the continuing education requirements.

Confused About Your Login Credentials 
to the Academy Site? It’s Easy, Really!
We automatically default your login ID to the email address we 
have on file unless you have not provided it to us in the past. 
Your password is your Academy ID number (with dashes). If 
you have trouble at first, please try any previous emails you 
may have shared with us in case our records reflect your home 
or business email address only.

The fastest way to request a password reset or credentials 
request is to use the link on our website called “Academy mem-
bers, need help logging in?” right under the login box.

Once you log in, you have complete control and can 
change it to an email address you prefer by updating your  
contact information. 

Kizer and Bender Online
RetailAdventuresBlog.com 
Twitter.com/KizerandBender 
Facebook.com/Kizer.BenderSpeaking 
YouTube.com/KizerandBender

Kizer & Bender Speaking!
8 North Third Street, St. Charles, IL 60174
Mailing address: PO Box 508, St. Charles, IL 60174
(630) 513-8020 | 24/7 Mobile Hotline: (708) 347-2682
KIZERandBENDER.com | info@KIZERandBENDER.com

and think, “Oh, that display is a mess, but I just don’t have time 
to fix it right now. I can leave it up another day or two.” No, you 
can’t. A customer will look at that same display and think less of 
your funeral home.

We recommend that you do our No-Fail Perception Exercise 
once a month to help you spot trouble and fix it before the next 
customer comes through your front door. Here’s how:
1. Don’t fix, move or adjust anything in the funeral home before 

you do this exercise. You want a clean vision of what it really 
looks like on a typical day.

2. Survey your funeral home during regular business hours — 
not before opening or after closing.

3. Dress in the same attire as a typical customer. If it’s cold out-
side, put on a winter coat. If your customers sometimes visit 
with children, haul a stroller and diaper bag with you. You 
want to recreate the customer experience as closely as possible.

4. Carry a notepad, and make a list of things to do. You might 
even want to ask a trusted associate to do the same exercise — 
you can compare notes later.

5. Prioritize your list, and make changes as necessary.

Remember that perception becomes reality; if you do not con-
trol how your funeral home is perceived, it just might get away 
from you. Customers will create their own perception, and you 
might not like the one they choose. Your daily diligence will 
help ensure that customers see your funeral home as you want 
them to see it. That alone is worth the time it takes to do a 
detailed monthly walkthrough! 

Kizer and Bender’s observations are widely featured in the media, including 
the ABC News special report “How Stores Hook You.” Their books Cham-
pagne Strategies on a Beer Budget! and Jingle Bells … Christmas Sells have 
helped thousands of retailers improve their bottom lines, and their bylined col-
umn, Georganne & Rich on the Road, was twice honored with The American 
Society of Business Publication Editors Award of Excellence (ASBPE). 

© KIZER & BENDER | ALL RIGHTS RESERVED
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Harry Maxwell Bryant
Ivey Funeral Home
343 Riverchase Drive
Bainbridge, GA 39819

Christopher Clark
Clark Funeral Home
52 Merritt Street
Hawkinsville, GA 31036

Brian Cummings
Radney Funeral Home
1326 Dadeville Road
Alexander City, AL 35010

Terrell Davis
Ray-Nowell Funeral Homes, Inc.
204 Clearview Drive
Senatobia, MS 38668

Maxine Essex
Maxine Essex Funeral Services
6432 South Talman
Chicago, IL 60629

Verinda Jackson
Smith Funeral Home
2045 Seminole Boulevard South
St. Petersburg, FL 33705

Mark Janik
Dengler Roberts Perna Funeral Home
91 King Anthony Way
Getzville, NY 14086

Robert Larkin
Larkin Mortuary
2151 South 2000 East
Salt Lake City, UT 84106

Philippe Lauriault
Smith’s Funeral Service
485 Brant Street
Burlington, ON Canada L7R 2G5

Clarence Lyons (C.R.)
C.R. Lyons & Sons, Inc.
14 Cottage Avenue
Danvers, MA 01923

Rex Millsaps (Andy)
Tom Wages Funeral Services
3705 Highway 78 West
Snellville, GA 30039

Rhonda Keyes Pleasants
John Tyler Community College
6408 Dawnfield Lane
Richmond, VA 23231

Daren Preszler
Riley Funeral Homes
271 Foothills Lane SE
Rochester, MN 55904

Mark Ratliff
Carman Funeral Home
PO Box 895
Flatwoods, KY 41139

Raymond Ridgeway
J.F. Floyd Mortuary
165 Northwood Circle
Wellford, SC 29385

Jerry L. Taylor Jr.
Taylor Funeral Home
401 West Eighth Street
Louisville, GA 30434

Theodore Yandell
Yandell Funeral Home
22 Euclid Avenue
Webster Groves, MO 63119

William Young
2566 Thayer Court
Anderson, IN 46011

Make it your goal to be in the list of new 
CFSPs in the next issue! Here’s how:

• Check out the continuing education 
programs on our website

• Complete your Career Review if you 
haven’t already done so

• Tell us about any activities you have 
completed that do not appear on  
your transcript 

Congratulations to the New CFSPs!
Congratulations to the following APFSP members who achieved the designation of Certified Funeral Service Practitioner since our Summer 
2014 issue. Please help us congratulate these members for their hard work!

The Academy Board of Trustees voted at the annual Board 
meeting in 2013 for a membership fee increase to take place 
as of January 1, 2015. The new fees will be as follows:

• Initial membership fee – $95 (annual renewal is $75 per year and will be billed on the  
anniversary date)

• Annual renewal fee – $75 (CFSP renewal fee is $75 and is due on January 1)
• Lifetime membership – $750 (one-time fee with no annual renewal; CEU requirements  

still apply)
• Initial student membership – $60 (must be currently enrolled in a funeral-service  

education program, and requires signature by college official and notification of  
licensure date)

• Membership reinstatement fee – $95

If you have associates you have been encouraging to join the Academy, NOW is the time 
before the 2015 fee increase goes into effect. 

Academy Membership Fee Increase for 2015
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Robert Scott Allen
Dallas, Texas

Kiel Barkdull
Anderson, Indiana

Jessica Bowser
Girard, Ohio

Chastin Brinkley
Buckley, Washington

Timothy Brown
Mission, Texas

Norma Byrd
Fort Wayne, Indiana

Edward Callahan
Chicago, Illinois

Shirley Callahan
Chicago, Illinois

Major Clora
Detroit, Michigan

Charles Coote
Greensboro, North Carolina

Helen Evans
Gulfport, Mississippi

Charlotte Faggett
Longview, Texas

Scott Foreman
Sulphur, Louisiana

Tommaso Garofalo
Toronto, Ontario, Canada

Brenda George
Birmingham, Alabama

Christopher Griffith
Calera, Alabama

Sam Guess
Houston, Texas

Krystal Haile
Miami, Florida

C. Hardwick
Zanesville, Ohio

Gerald Harris
Reidsville, North Carolina

Flake Huggins
Statesville, North Carolina

Kandice Jacobs-Armstrong*
Jacksonville, Florida

Jason Johnston
Memphis, Tennessee

Ebone Lipsey
Cordova, Tennessee

Samuetta Marshall
Holly Hill, South Carolina

Joseph Mask
Alexander City, Alabama

Reginald McKinney
Jacksonville, Florida

Jamarien Moore*
Orlando, Florida

Kevin Moran
Staten Island, New York

Ronda Moreno-Berkey
Chandler, Arizona

James Moton
Statesville, North Carolina

M. Bernardeane Moton
Statesville, North Carolina

Kimberly Ogle
Oxford, Ohio

Hubert Pope
Rocky Mount, North Carolina

Tiffany Serrano
Sequin, Texas

Vicki Simmons
Brooklyn, New York

Paul Simmons
Orangeburg, South Carolina

C’aracher Small
Mobile, Alabama

La’Mont Smalls
Albany, Georgia

Dana Smith-Short
Moose Jaw, Saskatchewan, Canada

Kathryn Steinetz
Warren, Michigan

Jimmie Taylor
Paradise, Texas

La Tanya Tillman
Riverside, California

Linda Tucker-Gooding
Ayden, North Carolina

Sydney Waldman
Houston, Texas

Casandra Gail Williams
Sulphur, Louisiana 

Sonji Williams
Winter Haven, Florida 

The following individuals have enrolled as members to begin earning their CFSP designations. Membership in the Academy is open to any funeral 
director or embalmer as recognized by his or her state’s, province’s or country’s licensing board. Members whose names are bolded joined as 
Lifetime members.

Students may also join the Academy and work on the requirements of the CFSP while they are completing mortuary school or their internships, 
but student members are not permitted to complete a Career Review as part of their qualifying activities toward certification. (Students have an 
asterisk after their names.)

Welcome the New APFSP Members!
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To advertise in future issues of  
The Compass, please contact 

Samantha Brown at 
844.423.7272 or samantha@

innovativepublishing.com.

www.innovativepublishing.com

Where can I get continuing education?

Thanos Institute
Continuing Education for Funeral Directors – 

Approved by the Academy of 
Professional Funeral Service Practice 

 10 continuing education hours per course in Category A.

Also approved for ceu’s in 32 states.

Thanos Institute
PO Box 1928 • Buffalo, NY 14231-1928

1-800-742-8257
www.thanosinstitute.com
mrizzo@thanosinstitute.com

1614-2.indd   1 9/29/14   12:33 PM
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I want to remove any risk on your part by offering you 
my 100%, no-questions asked, still-friends, money-back 
Guarantee! If after taking the program, you can’t take 
some of the strategies or ideas and implement 
immediately, or if you’re not satisfied for any reason, 
I’ll refund your entire registration fee.
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If you answered YES to any or all of these questions, you should register 
for Robin Heppell’s online, Funeral Marketing Blueprint Course.


