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Expanding the Presentation: Training Outline
[image: image1.png]{ FAMILY PROFILE |





FAMILY PROFILE
“Family Profile helps start a conversation
* Reveals facts about prospect
* Helps you customize your presentation
* Builds rapport through dialogue and interaction
"I'd like to thank you folks for the opportunity to meet with
you today about a topic that is often difficult to discuss yet we
know we cannot predict, avoid or postpone. Before beginning
my presentation, I would like to ask you some brief questions if you don't mind.
"Let's start with some simple information ...
Simply ask for the following information:
Name, Phone, Address
* These questions encourage dialogue 'Answers provide you with insight
Years in area?
Children ?
Married? If so, how long ?
Military Service? Which branch?
“Probe for information in a conversational manner
* The more you know, the better you understand their needs
"What is your familiarity with our facility?
* If they know of your facility, what were the circumstances of their visit?
* What is their opinion of your facility?
"Have you been involved with making cemetery or funeral arrangements before?
* Has your prospect experienced a death, or more importantly been responsible for making arrangements?
* If yes, find out whether it was on a preneed or atneed basis, who it was for. If no, can they imagine how difficult it would be to make those arrangements?
Were you aware that most people today agree that advanced planning makes sense? According to a survey by the Wirthlin Group, 80% think that making cemetery and funeral arrangements in advance is a good idea.
* This is a general red light, green light, trial-close, question to gain an agreement that planning ahead for something that is inevitable makes sense.
Problem Awareness
I
f there had been a
 death in your family 
yesterday…

hat would you be 
doing today?
* Prospect must feel the weight of the "problem" before caring about the "solution."
* They must first be overwhelmed by the magnitude and complexity of the problem in order to ensure that they readily accept the solution of preplanning.
* The presentation is designed as a sequence of valid points with conversational bridges to segue from one point to the next. Each point is followed by a closing question or statement to gain agreement and create dialogue on the validity of the point
#1 BRIDGE:
POINT:
"Before we go on, I would like to ask you one question.
CLOSE:
"Mr.____, if there had been a death in your family yesterday, what would you be doing today?
* The point is that in the case of death, most families' lack of knowledge about what to do or what must be done is overwhelming.
* We are trying to plant the idea in the prospect's mind about how difficult and confusing that situation typically is.
"I'm sure you would agree that it would be difficult at best to make these arrangements for each other.
#2 BRIDGE:
POINT:
“Mrs. ___, really I should have asked you this question…

"Records reveal that of purchases made at the time of death, 67% of the time they are made by widows and children.

CLOSE:
#3
BRIDGE:
"Mrs. _given the choice, wouldn’t you prefer to have your husband involved in making decisions of this magnitude?
"Most people are unaware of all the difficult things that must be done when a death occurs. 

POINT:         "Within the first 24-36 hours after a death occurs, there are approximately 49                                                 different decisions that need to be made.
CLOSE:        "Would you prefer to have these decisions alleviated in advance, or face them on the worst day of your life?
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Offering the Solution
#4 BRIDGE:
"These difficult decisions can be handled through preplanning in three simple steps:
POINT:
CLOSE:
"Let's start at the beginning. The first thing that must be done is gathering documents about vital statistics and information;
"Next is prearranging cemetery burial and memorialization.
"And finally prearranging the funeral service.”
"By completing this Record Guide, we can eliminate one third of these difficult decisions, and it costs nothing. Does that sound good to you.
Proceed with your Emergency Record Guide/Personal. Protection Guide/ Simplicity Planner, etc. presentation.
When finished with presentation of booklet, turn to second page of Smart Presentation.
"... By completing this booklet you can take care of one third of all the decisions that must be made when death occurs. Now let's take care of the rest.
· #5                  "A funeral ceremony is a
· BRIGDE:        celebration of a life that has been
· lived. Your cemetery arrangements
· and memorialization are your final footprint on 
· this earth, providing a place
· to remember, a place to leave a flower.
"While we may not always see our lives as significant, those who love us do.
POINT:
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"The deaths and funerals of John F Kennedy and Princess Diana are two of the most memorable ceremonies of the last 2 generations. People all over the world witnessed and were deeply moved by these ceremonies, evidence of the universal human need to grieve and remember.
"When someone who is loved and respected is lost, there is a need for a gathering or ceremony.
"Would the loss of either of you to your family be any less significant than the loss of JFK and Princess Diana were to the world?
"Mr. and Mrs ___, you probably know that, in Washington DC stands one
of the most powerful testaments to human sacrifice
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and loss. The Vietnam War Memorial, known
simply as "the Wall," is inscribed with the names of
58,132 people who were killed or missing in action
in the Vietnam War. Every day, thousands of
visitors come to see the Wall, many to find the
names of people they know who were lost in
Vietnam. If you've ever visited the wall, you can't
help but be deeply affected by the great ups welling of human emotion, the
mementos left along the wall, the thousands of lives and stories represented on it.
"And when you consider the tremendously important purpose this place serves for those who visit, Mr. ___, do you happen to know how many people are buried at the Wall?
"There are none - not one. But what the Wall provides is a place to remember those who have left us.
"The awesome importance of memorialization stands
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out through all of human history. Of the Seven
Ancient Wonders of the World, the only one
surviving today is the Great Pyramid of Giza, near
Cairo, Egypt Constructed in the year 2560 BC, it
took 20 years and many thousands of workers to
complete. It is the burial place and final monument to
the Pharaoh Khufu. Mrs. ___, can you think of any other tombs that are as
impressive as the Great Pyramid?
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"One of the Seven Man-Made Wonders of the World is
also recognized as being the most architecturally
beautiful structure ever built. The Taj Mahal was
constructed under Shah Jahan, the Mogul emperor, as a
memorial to his wife of 17 years, who died in 1631
giving birth to their 14th child. Jahan brought in 20,000
workers from as far away as Italy and France to build his
wife's tomb, which took more than 22 years to complete. So exquisite is its
workmanship, that locals say "it was designed by giants and finished by
jewelers." Jahan was ultimately reunited with his wife — both of their crypts
are in the basement of the Taj, a 350-year-old monument to love. Mrs.
can you think of a more moving symbol of one man's love for his wife?
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"In Atlanta, Georgia, is the tomb and memorial of Dr.
Martin Luther King, who more than any other person
symbolizes the sacrifice and passion of the civil rights
struggle in the United States. His grave site is an
inspiration and a place of reflection for freedom-loving
people everywhere. Mr. ___, what do you think are some of the things that
Martin Luther King's memorial represents for those who visit?
CLOSE "Funeral ceremonies, memorials and monuments provide an opportunity to remember those who have left us, to express our love and grief, and to have a
focal point for the memories of those we love. Remembering and being
remembered are among the most vital human needs. Wouldn't you agree, Mr. and Mrs.       ?
#6
BRIDGE:      "Incidently, the Great Pyramids is an example of memorialization that was preplanned, while Pharaoh Khufu was still alive. Today, the number of people preplanning their cemetery and funeral arrangements is increasing dramatically each year. In your opinion, Mr and Mrs. ___, why do you think so many loving families are choosing to preplan?
Explore this concept with your prospects and allow them to come up with as many reasons as they can.
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POINT:         "While preplanning your cemetery and funeral needs may seem foreign to you, certainly protecting your family does not. Mr. and Mrs. __, let's examine some of the ways that you are already doing just that.
Point to each segment of the "Umbrella" as you refer to it
"As responsible planners, we do our best to protect ourselves and our loved ones from possible tragedies hi life. We know that the future has the potential for occurrences that we see fit to spend our hard-earned money to protect ourselves from. We purchase fire and theft protection as well as health and medical protection. Most of us have auto insurance if for no other reason than that it's the law. Some folks also have life insurance. Agreed?
"We create an umbrella of coverage to protect against anything from major inconveniences to all-out catastrophes. We don't know that we'll need fire insurance. In fact, hi the US more people will be attacked by a shark this year than will utilize the fire insurance on their home. We don't purchase medical coverage hoping to get sick. We don't buy
homeowners insurance in hopes of being burglarized, or auto insurance in preparation for an accident.
"If it makes sense to spend our hard-earned money to protect ourselves against things than MAY happen, doesn't it make as much sense, if not more, to protect our family from something that WILL happen?
CLOSE:
"While you may not have thought of it in these terms, can you see the hole that exists in your umbrella of protection for your family by not having preplanned your funeral and cemetery arrangements?
#7
"Our research has shown us that these seven reasons are the most compelling for families to pre-plan. Let's see which are the most important to you.
           Check the boxes off as you read them.
BRIDGE:
· Put Your House In Order
· Peace Of Mind
· Together, Not Alone
· Take The Burden Off Your Loved Ones
POINT:      "For instance, would you feel compelled to simply have your house in order? While that may seem like common sense, there are also biblical references to this effect.
"Is it also the peace of mind you would have, in knowing that these matters are taken care of?
"Would you take comfort in knowing that you did this together, and that neither of you will have to face it alone?
"Or would you simply appreciate the fact that this burden has been lifted off the shoulders of those you love and that love you?
· Stop Inflation
· Customized Terms
· No Emotional Overspending
"I personally believe those four letters ~ LOVE -- is the single biggest reason why families preplan. More than anything I can think of I think it's love that compels people to make these arrangements hi advance.

"Do you think there are also logical and financial reasons? For instance, would you think that it is important to stop inflation and procure arrangements for tomorrow at today's price?
"Would you have a preference for the convenience of customized terms, in lieu of paying cash on the barrel, or the embarrassment of passing the hat?
"Wouldn't you take comfort in the fact that arrangements made in advance ensure there is no emotional overspending — because decisions can be made from your head and not your heart?
CLOSE:        "Now can you understand why the concept of prearrangement has become the norm for loving families rather than the exception?
Product/Services Selection
At this point the family has now been closed in concept. While they are yet to select any actual products or services, they have resoundingly agreed that prearranging their cemetery and/or funeral needs makes sense.
It is suggested that, in the Record Guide presentation, the counselor establish the family's categorical preference for memorialization (mausoleum entombment, earth burial or cremation) and general funeral service desires.
It is now time to proceed with a presentation that educates your prospects about the cemetery and/or funeral options that are available to them. You may use either the selection process recommended by your company, and if you'd like, an ICFA Cost Comparison Smart sheet.
People, for the most part, are unfamiliar with current options and related prices in cemeteries and funeral homes. Therefore, an effective presentation gives every family the right to say "no" to the finest options available, at your facility. This is commonly referred to as "top-down selling." One of the greatest benefits of this style of presenting is that there is no disadvantage to the presenter or the prospective buyer. If the first options do not meet the family's needs, every other option becomes increasingly more affordable.
Close - Wrong/Right Way
Ms well as you have performed up this point, one of the most important elements of the presentation is yet to come. It is the close. The best presentation will fail without the proper close.
* To be an effective closer you must be able to visualize the family following through and making a buying decision right now. The following close is classic to our industry and one of the most effective for creating urgency and inciting action.
#8
BRIDGE;
POINT:
* The Wrong Way/Right Way photos help dramatize the two choices facing each prospect.
* Asking each prospect which picture they would like their loved ones in is a simple, effective close to your presentation.
"Mr. and Mrs. ___, there are two ways of taking care of your cemetery and funeral arrangements, which are illustrated by these photographs. These photos represent your life right now.
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"Allow me to share this quote by Robert Louis Stevenson if I may:
         read quote.,.
"What I believe he is saying is that it's hard enough to
lose someone you love, much less to make these types
of arrangements on what would literally be the worst
day of your life. Do you interpret this the same way,
Mr.
?
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"The two pictures on top show family members who have
just lost the person closest to them in the whole world,
whose final arrangements were not preplanned.. Now
these pictures are posed -- we would never invade a
person's privacy like this on the worst day of their life.
But these pictures are symbolic of every person ~ man,
woman or child -- who has ever had to go to the cemetery
or funeral home on the day their loved one died, of every person who has made
these decisions alone and confused.
"People have nine months to prepare for the birth of a child. These people have had just a few hours to make some of the most important financial decisions in their life. These pictures don't show whether they've had a decent night's sleep, whether the death was sudden or the result of a drawn-out illness, that depleted their money. This day may have been a beautiful day, as far as the weather goes, but it is also the darkest day of their lives: Standing here with a total stranger, the counselor at the cemetery or funeral home, forced to make these choices alone.

"They may have 44 relatives and friends who aren't shown in this picture, but none of them can give the assistance that is really needed, because the one person they each would like to turn to for advice and assurance is gone, and will never be there again. We call this the "Wrong Way" to make your cemetery and funeral arrangements.
"Mr. ___, what do you think this husband or wife would give for just 30 seconds, to be able to turn to their departed spouse and ask, "Honey, what do you think?"
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"Now here is another picture that also represents your life,
this evening. We know that this is the better way to make
your final arrangements, the "Right Way." You can see
that this shows folks like you, sitting without emotional
upset, much as we are this evening. This photo shows a
scene that is like so many in our lives, discussing
important family matters, planning vacations, buying a
home, buying furniture. This scene shows a family making the decision to protect
themselves and the people they love most on this earth ~ each other, their children,
their closest family and friends — from ever being in the Wrong Way picture.
"Now I want to ask you the important question I will ask you tonight. Mr. ___, you're here today and you have a choice. Your wife and I would like to know, which of these pictures do you want the people you love most to be in for the rest of their lives? The right way picture.
"And Mrs. ___, now that you know how he feels and how much he cares about you, your husband and I would like to know which one of these pictures do you want to be in and do you want the people you love most on this earth to be in for the rest of their lives. The right way picture.
"I want to congratulate you for reaching this decision together, for ensuring that no one in this house will ever have to be in the Wrong Way picture. To get your protection started, I need a bit more additional information. Now, how exactly do you want your names to appear on our records?

Post Close
*Time spent after the sale helps solidify the purchase.
* Reduces buyer's remorse


[image: image12.png]



* When purchaser restates reasons for buying now, it reconfirms the wisdom of their actions.

"I have shared with you a multitude of reasons why loving
families have planned ahead for their cemetery and/or
funeral needs. Of the many motivating factors we discussed, what three reasons
were the most important to you?
* What better time to solicit referrals: Your family have now restated in their own words the merits of prearranging.
" Most of the time they are extremely grateful and relieved. A tremendous opportunity exists to allow your new client family to help you help others.
Referrals
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A/o effective presentation is complete until you have secured referrals. It should also be noted that referrals are obtainable, even from families who have elected not to purchase. For the sake of this scenario, let's assume you have successfully closed using this presentation.
If you have properly established credibility, and gained rapport, you have the foundation of a good referral presentation. The only other element necessary is to ASK.

Who Have You Helped?
How cab they help themselves.
Critical to your success in obtaining referrals is your understanding of the concept of "burden of responsibility." You must shoulder the burden of responsibility by offering specific sources of names as possible referrals. To simply ask a family for names is too general and rarely results in measurable success.
To help you, a modular sampling of "likely candidates" has been included in this presentation. The modules represent people within your purchaser's closest circle of influence.  These are the people that have been helped the most by the decisions your client has made. Point out that fact, knowing that these same individuals, the ones identified, are your best possibilities for referrals. The question you ask, after identifying these people, is simple: How can they help themselves?
* You have built a solid foundation for a good referral presentation.
* Without specific suggestions, people have a difficult time thinking of names.
* Photos provide cues for specific sources of names as possible referrals.
"Mr and Mrs___, I want to be the first to congratulate you on such a wise decision. Let me show you some of the people who have benefited from your decision tonight. By making these decisions and arrangements here, today, you have spared these loved ones the anxiety, expense and inconvenience of being asked to do it in your absence.
Point to the family module
"You know most of these people are unaware of the financial and emotional costs associated with making final arrangements, or that these decisions can be made hi advance. By taking a few moments more to complete this order form, you will be giving them an opportunity, as you have had this evening, to at least investigate their options and make an informed decision. Regardless of their choice, the booklet is theirs at no cost. Does that sound fair to you?
As they respond, write the names down on a separate piece of paper or on the ICFA Referral Smartsheet. Then point to the Friends module, etc. A similar approach can be used with each of the modules to prompt your client family to think of other names that can be given.
