STRATEGIES FOR SUCCESS

January 23–25, 2019

Bally’s Las Vegas • Las Vegas, Nevada

wideworldofsales.com

Hotel rate at the Bally’s
Las Vegas only $155/night!
Save with Early bird
discount by registering
before December 17, 2018.
Visit iccfa.com/sales to
register and book your
hotel room.

Registration rates
Through December 17, 2018

After December 17, 2018

ICCFA members

$599

$649

Non-members

$899

$949

Multiple staff rates
Through December 17, 2018

After December 17, 2018

2-4 attendees

$575

$600

5-9 attendees

$550

$575

10+ attendees

$525

$550

Your registration includes:
• 2+ days of educational seminars
• Valuable take-home notebook full of
highlights from each session and room
for your notes
• Wednesday Fireside Chat with Gary
O’Sullivan and Welcome Reception
• Breakfast and coffee breaks
• Thursday luncheon
• Numerous networking opportunities

DEAD Talks at
the 2019 WWS
Wednesday, January 23
3:00–7:00 pm

Registration Open
4:00–5:15 pm

Fireside Chat with Gary O’Sullivan
It just wouldn’t be a Wide World of Sales Conference without our kick-off
event -- the ever-popular Fireside Chat with Gary O’Sullivan. With his mix
of humor, personal experience and straight talk, Gary O’Sullivan mentors,
encourages and motivates his audience to be the best in the profession.
He will share his vast experience from his sales consultancy career and will
discuss a wide range of topics including integrity, leadership, sales concepts
and professionalism. The Fireside Chat never disappoints, just ask anyone
who has had the privilege to attend one of these standing-room only events!
Gary O’Sullivan, CCFE, is president of the Gary O’Sullivan Company, a consulting firm
specializing in the cemetery and funeral profession, in Winter Garden, Florida. He is
also an internationally-recognized speaker, trainer and author. From entering sales
at the age of 18 and selling door-to-door for family owned businesses to a senior
vice president for a publicly traded company, O’Sullivan has experienced most every
aspect of the business environment.

5:30–7:00 pm

Welcome Reception
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Thursday, January 24
7:30–8:00 am

Registration & Continental Breakfast
8:00–8:30 am

Welcome & Announcements
8:30–9:45 am

KEYNOTE:
Stop Pitching, Start Solving
Tim Wackel, The Wackel Group
You probably have a number of questions that you like to ask during a sales
call. While these questions may seem interesting to you, your client probably
finds them to be mind-numbing. They don’t stimulate new thinking and
ultimately you sound like every other rep that has walked through the door.
Sales training expert Tim Wackel will show how to craft questions that ignite
emotions, discover motivations and get families to act. Wackel will help you
recognize and control the urge to pitch prematurely, share how to ask the
“hard” questions in an “easy” way, and help you kick your “hopeium” habit
and make it easier for prospects to tell you the truth.
Tim Wackel is the founder and president of The Wackel Group, a training and
consulting firm dedicated to helping organizations find, win and keep customers for
life. He combines more than 25 years of successful sales leadership with specific client
research to deliver high-impact programs that go beyond today’s best practices. He
earned his electrical engineering degree from the University of Nebraska and lives
in Dallas where he and his wife raised their two children and are now enjoying their
empty nest.

9:45–10:00

Break
4

am

10:00–11:10 am

SALES: Killing It
zzTalking About Death Won’t Kill You
Jamie Sarche, Feldman Mortuary, Inc.
TEDx and ELI Talks speaker, Jamie Sarche, loves helping people to feel
more comfortable with the idea of mortality and to help treat death as
just a part of life. She’s working hard to convert our death-averse society
into one that treats death like any other lifecycle event, albeit an often
painful one. In her DEAD Talk she will talk about finding your niche and
overcoming your personal head trash so you can become more confident
and comfortable prospecting.
As the director of outreach and prearranged funeral planning at Feldman Mortuary,
Jamie Sarchie works hard to help people put plans in place long before they need
them, when they are able to make educated decisions that are not clouded by
grief. She is on the board of Jewish Family Service, Kavod Senior Living, and the
Jewish Community Relations Council.

zzBreathe New Life into Your Group
Presentations
Gayla Meilleur, Global Atlantic Financial Group
Are you looking for ways to generate more leads? Learn the how-to’s
of group presentations that are easily ranked as one of the top three
lead sources. This style of presentation allows you to build a positive firm
image, see more people in a non-threatening environment and ultimately
increase sales.
Gayla Meilleur began her career working for a Fortune 50 telecommunications
company in sales, sales management and sales training. Switching industries after
20 years, she came to work for Stewart Enterprises as the sales training manager
responsible for all new hire sales training throughout the United States and Puerto
Rico. Now, having over six years of experience in this industry, she has discovered
her purpose, which is helping agents and funeral home owners through ongoing
training and business strategy and to educate more families about the value of
advance planning.

zzThe ABC’s of Aftercare
Tayce Vogel, East Lawn Mortuaries & Cemeteries
Tayce Vogel will share her simple 5-step process to effectively convert an
at-need family into a pre-need family. When combined with an aftercare
program, this process will help you gain the trust and respect of your
funeral directors and families, create a smooth transition from at-need
to pre-need staff and provide a strong sales funnel and prepare your
families for future contact from your sales team.
Tayce Vogel has 17 years of experience in the deathcare profession, working for
East Lawn in Sacramento, CA and The Larkin organization in Salt Lake City, UT,
as a family service counselor for both funeral and cemetery. She has written
insurance contracts for both Homesteaders Life Co. and Forethought Life Co. and
cemetery for both East Lawn & Larkin. She has held both inside and outside sales
staff positions and has also served Aurora Casket Company training and educating
funeral homes on product knowledge, family presentations and selection room
design.
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11:10

am–12:20 pm

SELF-MANAGEMENT: Bury the Bad
Habits
zzBuilding a Successful Sales Culture: Are
You Feeding Eagles or Herding Cats?
Gary Freytag, CCFE, Spring Grove Cemetery and
Arboretum
Salespeople! They can drive managers and each other to the brink of
madness. How can anyone get all those strong personalities working
together? During this DEAD Talk you will learn some simple and
inexpensive tricks to build teamwork, raise morale and keep the whining
to a minimum. Keep your team driving sales instead of driving you nuts!
Gary Freytag, CCFE, is president and chief executive officer of Spring Grove
Cemetery and Arboretum. He joined the organization in 2003 after previously
serving in executive positions in the high-tech and manufacturing industries.
Freytag holds a bachelor’s degree in economics from Dartmouth and a master’s
of business administration with distinction from Harvard.

zzNew Folks: Your Life Blood
Harold Giddens, Park Lawn Corporation
“We just need to find the right person.” Harold Giddens will share the
characteristics of the ideal candidate, outline the onboarding and
training process, and how best to set up your new hire for success. He
will share how an effective hiring and training program will motivate your
existing counselors, and lead to reduced turnover, increased revenue and
program success.
Harold Giddens has over 25 years of experience in the funeral and cemetery
profession. Prior to joining the Signature Group (now Park Lawn Corporation)
as senior vice president of sales, Giddens owned and operated his own funeral
home company in the Dallas/Fort Worth area and has served in sales leadership
positions in multiple public companies. At Park Lawn Corporation his role is to lead
the development and success of their sales efforts.

zzHow to Gain Control of Your Time
Guy Winstead, Security National Life Insurance
Company
Feel like you could benefit from a renewed outlook on your daily work
schedule? Instead of getting stuck in the rut of calls and walk-ins, learn how
to maximize your time by seeing the people and telling the story. Leave
what you know at the door and be prepared to learn time management
skills that will increase the productivity of your daily workflow.
Recently recognized as a Funeral Innovator of 2018 by the American Funeral
Director Magazine, Guy Winstead is the vice president of sales for Security National
Life Insurance Company. With over 20 years of experience in the pre-need sales
industry, Winstead has grown from a commission only sales agent to managing the
entire pre-need and final expense sales divisions at Security National. Winstead
spends his time training sales managers and agents alike on how to manage their
time, increase their sales, and maximize their success as salespeople.
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12:20–1:30 pm

Lunch
** Supplier luncheon session**

Anatomy of a Lousy Pitch
Tim Wackel, The Wackel Group
Whether you are speaking to an audience of one or one thousand, it’s crucial
that you engage your listeners. During this lunchtime session for suppliers,
Wackel will take a fun look at the six worst (and most common) presentation
habits and gives specific ideas on how to conquer them. He will help you grab
your listener’s attention in the first two minutes, share how to organize your
ideas in a clear, concise and compelling approach, give tips on how to avoid
the fatal trap most presenters fall into on “the big day” and leverage the two
most important (and overlooked) elements of successful presentations.

1:30–2:15 pm

What’s a Party Have to Do with Me?
Stacie Schubert, Service Corporation International
How many times have we heard, “we just don’t need ‘that’” when working
with a cremation family? Whether it be our assistance with a service, an
urn or even permanent placement, too often cremation families fail to see
value in the products and services we offer. Staying relevant with our everchanging client family is of upmost importance to all of us. Helping our
teams translate what the cremation family is saying to what we can and do
provide is critical. What’s a party have to do with us? Everything. In this
session, Schubert will provide easy to implement techniques and tools that
will strengthen the presentation skill set of our counselors and directors.
Stacie Schubert began her career with SCI in 2000 as the Director of Community
Care. Together she and the leadership team created a new position within SCI that
would provide increased focus and attention to the community. In 2011, Schubert
became the Manager of Special Events and Catered Receptions for the Central
Business Unit within SCI. Overseeing the Catered Events Programs in 18 markets, she
has been instrumental in identifying and securing local caterers, creating retail menus
and negotiating pricing.
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2:20–3:30 pm

CREMATION OPPORTUNITIES: Don’t
Let Them Go Up in Smoke
zzLast Call - First Impression
Melanie Loyd, In It For Life, LLC
With compassion and expertise, are you capturing calls from families
seeking cremation? In the first 30 seconds, is your staff able to anchor
the caller to listen to more? What are they saying to inspire callers to
call no further? Melanie Loyd has made hundreds of research calls to
funeral homes and cemeteries. Having heard it all, she will equip you with
ways to establish a relationship, develop trust and nurture the seeds of
information, making it difficult for callers to make another call. We have
one opportunity and one goal, for their last call to become your first call.
Licensed in Kansas and Oklahoma, Melanie Loyd has planned, presided and
prepared funeral arrangements over the past 18 years. Owner of In It For Life,
LLC, she presently coaches and equips funeral professionals on location, in the
classroom and on web conferences in the US and Canada. She is the author and
presenter of C.A.R.E.Ring C.A.R.E.munication®, an online video arranger-training
model, in partnership with Johnson Consulting Group.

zzDad Wanted Something Simple
Mike Watkins, CFSP, Park Lawn Corporation
Mike will share proven cremation option presenting practices that lead
families to an understanding of the value of service and meaningful
merchandise selections. He will profile the successful arranger/counselor
– their personality, communication skills, beliefs, and motivation.
Michael Watkins, CFSP, is a licensed funeral director and embalmer with over
35 years of experience in the funeral and cemetery profession. He joined the
Signature Group (now Park Lawn Corporation) in 2015 as the vice president of
operations & compliance. Prior to joining Signature, Watkins served as the senior
vice president of operations for the NFDA, where he oversaw the accounting,
information technology, human resources and cremation services departments.
Watkins has been a frequent presenter at various state, national and international
meetings on topics of interest to the funeral service profession, such as customer
service, crematory operations, and arrangement and communications skills.
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zzCreating Connections
Chris Keller, Sunset Memorial Park & French Funerals
and Cremations
We live in a connected world. People have connections to family, to their
job, their town, their friends, to companies, even to products. Whether
via social media or directly, those connections are ever-changing and
becoming more transient, short-term, and largely emotion-based. On the
flipside, there is lack of connection to religion, tradition, ceremony, and
permanence. What effects are these changing connections having in our
profession, and are we doing anything to address them? Chris Keller will
cover some positive strategies that we can take to address these cultural
changes and find new ways to re-establish connections and relevance in
an ever-changing world and consumer base.
Chris Keller is responsible for all new development at French Funerals-Cremations/
Sunset Memorial Park. They are in the midst of a complete renovation of their
cemetery master plan, finding millions of dollars of addition property potential
when just seven years ago they thought we were nearly sold out. He sits on several
industry council/study groups, has served on the ICCFA Board of Directors, and is
currently a member of the ICCFA Finance Committee.

3:30–3:40 pm

Break
3:40–4:50 pm

CREMATION: Heat Up Your Sales
zzCremation Selling Strategies: Bottom Up
and Top Down!
Mitch Rose, CCFE, CCrE, The Woodlawn Cemetery &
Conservancy
Cremation consumers have been besieged by pop culture and market
advertising to be price sensitive, therefore some are ripe for a bottom
up, and not the more traditional top down, sales strategy. The cremationoriented consumer is frugal, not cheap. They know what they don’t
want (caskets, conventional funeral home setting, etc.), so industry
professionals need to show the value starting from the simplest options
(ID view, scatter tubes, etc.) in order to start moving up towards choices
that have improved features and offer more value to the buyer.
Mitch Rose, CCFE, CCrE, is the president, chief executive officer and trustee of
The Woodlawn Cemetery & Conservancy in Bronx, NY. Rose has worked in the
deathcare industry continuously for 30 years. He is president of the Cremation
Association of North America (CANA) (2018-19). He serves as Vice President of
Education on the Board of Directors for the International Cemetery Cremation
Funeral Association (ICCFA). He also serves on the New York State Association of
Cemeteries (NYSAC) board as chair of the supplier committee & a member of the
government & legal affairs committee organizations.
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zzTaking Up the Mantle - Choosing a Final
Resting Place
Matt Outcalt, Global Atlantic Financial Group
All too often we let families take cremated remains home without helping
them understand the difference between temporary and ultimate
placement. In this talk we’ll explore the importance of choosing an actual
final resting place and how to help families honor their loved ones and
avoid the many unintended outcomes that result from not having a plan.
Over the past 16 years, Matt Outcalt has specialized in cremation as a preneed sales representative and sales manager, as well as a funeral director and
funeral home and cemetery manager. As Global Atlantic’s director of business
development for California, Arizona and Nevada, Outcalt helps funeral homes
and combo operations increase revenue and grow market share by cultivating
active pre-need programs through agent development, community outreach and
marketing.

zz3 Ways to Create Value and Increase
Revenue with the Cremation Customer
Lee Longino, Service Corporation International
There are a few simple steps that can be taken to change the direct
cremation customers into cremation “with something” customers, both
at-need and pre-need. Lee Longino will share three proven steps that will
help you address the full cremation story with your customers that will
grow your revenues and re-establish your relevance in the communities
where you serve.
Lee Longino is senior managing director of the major East business unit for SCI.
His territory covers the majority of the Gulf Coast States, Maryland, DC and
Northern Virginia. Longino is a second generation funeral director and embalmer
and has been active in funeral home and cemetery management for over 25 years.
Longino joined SCI in 1995 and has held various positions in funeral and cemetery
operational management, as well as being involved in change management and
process improvement.

4:50–5:30

pm

What Cremation Families Really
Want
Doug Gober Jr., The Foresight Companies
The demand for broader choice and a more individualized remembrance
for cremation families forces us to rethink old methods of our product and
service offer. Hear from one of the funeral industry’s leading evangelists
about how new, innovative merchandising and marketing approaches allow
us to stay on pace with the cremation consumer and their desires. Gober will
share research on what today’s cremation consumers are looking for and
what you can do to meet and exceed their expectations. He will also look
at the effect of these new techniques on making funeral arrangements and
compare it to consumers’ expectations of this process.
Doug Gober Jr. began his funeral service career 40 years ago as a sales representative
in the casket industry. He has earned numerous national awards from various
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organizations within the deathcare industry. Gober also served as a consultant on
various marketing and merchandising projects conducted on an international scale.
In October 2018, Gober became a partner in The Foresight Companies to expand
his range of resources even further. In addition to his previous succession and
financing work with funeral professionals, he now has expanded his offer through
North America’s premier financial and management consulting firm serving owners of
funeral homes and cemeteries in North America.

Friday, January 25
7:30–8:30 am

Registration & Continental Breakfast
8:30–8:50 am

Welcome Back
8:50–10:05 am

KEYNOTE:
Culture of Service - The Zappos Story
Erica Javellana, Zappos Insights
By developing a company culture and committing to it, you can make a
positive change within your organization. Zappos.com has grown their
business because of their unique culture and the service they provide to
their customers. Zappos Insights’ Speaker of The House, Erica Javellana, will
share the Zappos core values system, their approach to customer service and
employee engagement, and how this Culture of Service can be incorporated
into your daily operations to help you build stronger connections with your
clients.
Erica Javellana joined Zappos.com in 2007 as a human resources generalist where she
quickly rose through the ranks to lead the team as the employee relations manager.
She is currently sharing her knowledge of how Zappos created a human resources
department that is both “fun and a little weird” in her role of Speaker of The House
for Zappos Insights. Prior to joining Zappos, Javellana had over 10 years of experience
in human resources within the retail, hotel/casino, and food and beverage industries.
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10:05–10:20

am

Break
10:20–11:30 am

ENGAGEMENT: Unearth Your
Customers
zzYour Customers are Discussing Death,
Where Are You?
Gail Rubin, A Good Goodbye
Over the past decade, death discussion movements have sprung up
worldwide, with tens of thousands of participants flocking to these events.
They include Dying Matters Week; Death Cafés; Before I Die Festivals;
Death Over Dinner; Death Salons and Reimagine End of Life Festivals. Is
your funeral home or cemetery aware of these opportunities to engage
with customers? Learn three tips to plan events at your facilities that will
help get end-of-life planning conversations started.
Gail Rubin, certified thanatologist and The Doyenne of Death®, is author of three
award-winning books on planning ahead for end-of-life issues. A certified funeral
celebrant, she is a pioneering death educator who brought the Death Café
movement to the United States and coordinated the first Before I Die Festival
west of the Mississippi. A TEDxABQ speaker in 2015, Gail has spoken at two ICCFA
conventions, NFDMA, Selected Independent Funeral Homes, and state FDA
meetings for Texas, New Hampshire, Alabama, the Ohio Cemetery Association,
the Association for Death Education and Counseling, and the California Hospice
and Palliative Care Association.

zzWhy Your Online Leads Won’t Close
Alex McCracken, Funeral Innovations
Have you been getting leads online and wondering why they aren’t
turning into business? Few companies in the deathcare industry know
how to handle online leads in the correct way. In this DEAD talk, you will
learn more about the online sales process, how to identify what type of
lead you have, and how and when to approach the lead to end in a close.
Alex McCracken is the vice president of sales at Funeral Innovations. He’s been
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working online sales leads for over 10 years in a variety of industries selling both
to consumers and businesses. Specializing in the transition between marketing
automation and sales closing, McCracken has used his skills in the deathcare
industry to help funeral homes automate their digital marketing, identify qualified
leads, and use personalized information to close them. He has spoken at numerous
conferences in many industries including NFDA and Colorado/Wyoming FDA in
the deathcare industry as well as AAMD, ASPRS, UAVSI, ILMF, and more in other
industries.

zzClick. Click. Boom!
Poul Lemasters, Esq., Lemasters Consulting
Eight out of ten consumers now shop online. With a stat like that cremation
online sales are a no-brainer. Right? As only a lawyer (and possibly a
meteorologist) could answer, it’s a 50:50 chance of a bad day. So, what
are the pros and cons of deathcare sales online? Is it really as simple as
“just click here”? Is this the future of deathcare or is it the end of our
profession? Sit back and learn some tips that may change your internet
shopping experience!
Poul Lemasters, Esq., is the International Cemetery, Cremation and Funeral
Association’s (ICCFA) cremation programs coordinator and also serves as a special
counsel to the ICCFA on cremation legal issues. He is an attorney and principal of
Lemasters Consulting, a funeral profession consulting company. Lemasters holds
both funeral director and embalmer licenses in Ohio and West Virginia, and he
teaches business law at the Cincinnati College of Mortuary Science. He is also the
publisher of Parliament magazine.

11:30 am–12:15

pm

Stay Relevant in a Fast-Changing
World
Patrick Downey, CCE, Arbor Memorial, Inc.
Who do you need to be as a deathcare professional to remain relevant to
the families you serve? When we view ourselves and our businesses through
the lenses of our distinctly different clientele groups, our coworkers, our
community and social media, what do we see? Using the tools learned from
this conference, Patrick Downey will talk about positioning yourself for the
shift forward to shape a winning business culture that will motivate you to
be who your customers need you to be.
Patrick Downey, CCE is the regional director of sales for western Canada at Arbor
Memorial, Inc. Downey is an ICCFA Past President (2004–2005) and served as
Chancellor of ICCFA University from 1995–2000. He has over thirty-five years of
experience as a salesperson and sales manager in the cemetery and funeral industry
and has developed and led successful sales and marketing organizations for both
public and privately held companies throughout the U.S. and Canada.

12:15–12:30

pm

Closing Remarks
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