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Wrong Funeral Home/ metery

What HatschoyaIty’?






Staffmg Issues

HOME = LOCALN

Funeral homes struggle with staffing
shortages
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Workers are less engaged, feeling less loyal about their

workplace
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‘Peak - end rule’ on people’s memory
of experiences

‘Peak — end rule’
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Source: ‘Peak End Rule’Danny Kahneman, Nobel Prize Winner

We judge our past
experiences almost entirely on
how they were at there peak
and how they ended

Net pleasantnessor
unpleasantness, or the length
of the experience is almost
entirely disregarded







Dellght Through Servu:e

Delight
(meet unexpected needs)

EXTRA MILE
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."'-\'\' Delight Through Service - -

aftercare service and how helpful the lady
et was on the phone. And then her daughter

Baylor University jumps in and begins to also talk about

how great the aftercare was. It just
makes me laugh inside because we
worked so hard on their funeral, worked
on the Remembrance Service for 2
months, and the biggest WOW factor was
the aftercare service!

% “She just went on and on about the

Just had to share it with y’all!”




. Recap - Delight Customers

Moments of Powerful Service get

remembered when they are Meaningful
and Memorable

a é e Custom to the individual
e Service must be genuine
’ e Unexpected Service

Peak moments and a strong ending
’ create lasting impressions



Build Loyalfy
With Team
Members

“Always treat your Employees exactly as you
want them to treat your best customers.”

P -Steven R Covey e
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THIS NOTE IS LEGAL TENDER
FOR ALL DEBTS, PUBLIC AND PRIVATE




Respect

|deal Team Player-
“A player who makes a
team great is more valuable
than a great player”

OUR PHILOSOPHY
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Build Trust

Speed of Trust-
“We judge ourselves by our
intentions and other by
their actions”

o TR
K.

Give Praise

How to Win Friends-

“Make others feel important

and do it sincerely”



“It's better to grow your

w0 . employees, steer them into a
. \ ' / > A .
« GOV - place that they can learn and
«\ -
— >~ =_°_ succeed, and want to work hard
- ;“: .~ and be Loyal, than to have a
s o 0NN revolving door of employees.
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»nY That’s demoralizing.

. ) ) : . —Glen Mazara



Treat Your Employee’s
Successes Like '
FIREWORK!




- THANKS!

Do you have any questions? matt@full-
circlecare.com
801-915-2257

CREDITS: This presentation template was created by Slidesgo, including
icons by Flaticon, and infographics & images by Freepik
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