
Webinar Title: WHAT NOW? The New Virtual Reality of Funeral Service  

Date: August 24, 2020 

Time: Noon – 1:00 pm 

Speaker: Mary Andres Russell and Angelique Simpson 

Description: The COVID crisis has made us instantly reinvent our business, and perhaps, the drastic and 

shocking changes are now the “new normal.”  Now what?  What changes that we were forced to make 

can we carry forward? Are lessons on being flexible and creative in this journey? What is our new 

normal in funeral service?  What best practices can help us serve families now and well into the future?   

This enlightening webinar will make you think about change and next steps you can take now to ensure 

the future of your business and career, as these adjustments may just be a part of our new normal. 

I. How to deal with dramatic change 

a. Gain perspective 

b. Turn the challenge into opportunity 

 

II. Funeral home challenges presented by COVID 

a. Adhering to social distancing 

b. Declining revenues 

c. Potential long-term consumer shift 

 

III. The uncertainty of this time 

a. Dealing with a pandemic that has no end in sight 

b. Collective experience of “ambiguous loss” 

c. Our collective losses as a society 

d. What makes it difficult 

e. Actions we can take to avoid feeling helpless 

f. Coping with ambiguous grief – what helps?   

 

IV. Short-term fixes 

a. Priority #1 – protecting your team 

b. Safety first 

c. Short-term necessities 

d. Delayed memorial services 

e. Guidelines for the arrangement conference 

f. Guidelines for services 

 

V. Thriving while the world stood still – long term implications 

a. On-line presence 

b. COVID statement 

c. Marketing strategies 

 

VI. Technology – up your game 

a. Remote arrangement conferencing 

b. Digital product catalog 



c. Tips for virtual arrangements 

d. Livestreaming services 

e. Zoom visitations and services  

 

VII. Telephone skills – now more than ever 

a. Set your intentions 

b. Attitude is everything 

c. Stay positive 

d. Paint pictures with words 

e. 6 ways to make a great impression on the phone 

f. Words and phrases to avoid 

g. Exceed expectations  

 

VIII. Summary on adapting  

 


