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It’s been shown that 
kindness in the workplace has 
a proven return on invest-
ment. Kindness decreases 
stress, reduces employee 
burnout and builds increasing 
levels of happiness and satis-
faction in the workplace. 

 
Imagine a company culture 

where employees feel valued, 
recognized and empowered 
enough to go the extra mile 
for customers and colleagues, 
where the leadership is able to 
be authentic, transparent and 
connected to their team. 

 
Author Linda M. Cohen 

documents the impact and 
results of companies utilizing 
and instilling a company 
culture of kindness to excel in 
adversity in her new book, 
“The Economy of Kindness: 
How Kindness Transforms 
Your Bottom Line” (Aviva 
Publishing). 

 
Cohen, also known as the 

kindness catalyst, has been a 
nationally recognized kind-
ness expert and professional 
speaker for over a decade. 
She works with a wide variety 
of businesses and associations 

on the ROI of kindness.  
 
We recently had a chance to 

talk with Cohen about her 
new book and why kindness 
matters more today than ever. 
 
How did you become the 
“kindness catalyst”? 

 
In January 2007, after my 

father’s death I decided to 
perform 1,000 mitzvahs (acts 
of kindness) to proactively 
mourn this loss. At my 
husband’s encouragement, I 
created a blog of the same 
name so I would, as he said, 
“.... know when I’d completed 

Cohen: Kindness Pays  
Big Benefits in Workplace 

Cavanaugh Joins KB Team as 
Funeral Service Insider Editor 

Lynn Cavanaugh has joined the Kates-
Boylston team as the editor of Funeral 
Service Insider, the most-trusted news 
source for the death-care industry. The 
selection of Cavanaugh is representative 
of Kates-Boylston’s 
commitment to be a 
vital and influential 
news provider as it 
continues to evolve 
along with the industry. 

 
As editor of FSI, 

Cavanaugh will focus 
on providing thought-
provoking and timely 
news, analysis and case studies to the 
funeral profession. She will also lend her 
extensive writing skills to Kates-
Boylston’s monthly publications, Amer- 
ican Funeral Director and American 
Cemetery and Cremation magazines. 

 
“I'm incredibly honored to be joining the 

team at Kates-Boylston,” Cavanaugh said. 
“The brand and its journalists have always 
represented the gold standard and I look 
forward to working with the talented team 
of KB to define what’s next for FSI. The 
newsletter has such an important impact 
on the death-care industry, and I’m excited 
to be a part of its future.” 

 
“Lynn is a remarkable talent,” said 

Kates-Boylston Publisher Allison 
Sullivan. “Her extensive experience and 
knowledge will move Funeral Service 
Insider in promising new directions that 
connect directly with our audience.”  

Linda M. Cohen 

Lynn Cavanaugh

By Patti Martin Bartsche, Kates-Boylston Publications
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the 1,000 acts.” After two years, what had begun as a tremendously 
personal endeavor became a public project.  

 
My first book, published by Seal Press in 2011, was called “1,000 

Mitzvahs: How Small Acts of Kindness Can Heal, Inspire and Change 
Your Life.” 

 
The year my book was published, I recorded a TEDx talk in Denver. 

I began speaking about the 1,000 mitzvah project mostly at schools, 
nonprofits and houses of worship. I joined the National Speaker 
Association around that time and began my work as a professional 
speaker. 

 
By 2017, it was clear to me that kindness was important personally 

and in professional organizations. I came up with my keynote title 
with a branding expert after he and I spoke for two hours about the 
work I was doing with organizations. The title, “The Economy of 
Kindness: How Kindness Transforms Your Bottom Line,” has stuck 
and it’s what I wanted my second book to be called.  

 
By 2020, I’d delivered my programs to government organizations, 

health care organizations, funeral professionals, long-term care profes-
sionals and credit union professionals. The message had evolved: 
“Why does kindness in the workplace matter?” “What if your organi-
zation doesn’t promote a culture of kindness?” “How can you be a 
kindness catalyst no matter what position you hold in the organi-
zation?” and “What holds you back from finding ways to be kind?” 

 
What is your definition of kindness?  

 
My basic definition would be: Compassionate, empathetic, 

respectful, generous, considerate. 
 
Violence, incivility and vitriol are unacceptable. Humans want and 

deserve respect, tolerance, civility, acceptance and kindness at the bare 
minimum.  

 
We can start close to home with our co-worker or clients, 

community members or family. Each of us has a choice and it is up to 
us as individuals to start a grassroots movement to reclaim what we 
will accept in our world.  

 
Why does kindness in the workplace matter? 

 
I believe the three most important lessons of why kindness is 

important in the workplace are reputation, recruitment and retention. 
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I share in greater detail examples of each of 
these in my new book.  

 
Working to create a culture of kindness 

within your firm can make a difference for 
your organization’s reputation, being able to 
recruit great talent to your organization and 
being able to retain that talent. It may sound 
simplistic that kindness practices could 
make such a huge difference but your 
culture impacts employee morale, customer 
satisfaction and your bottom line. 

 
On a selfish note, perhaps it’s good for 

your readers to know that if you are feeling 
overwhelmed and exhausted right now, 
there is scientific evidence that doing kind 
deeds for another person boosts your 
serotonin, the chemical in our brains that 
helps create feelings of satisfaction and 
well-being. In addition, acts of kindness 
activate the parts of our brain associated 
with happiness, creating the experience 
known as a “giver ’s high.” So, if the 
research shows it’s good to be kind for your 
health as well as your bottom line, wouldn’t 
you want to add that to your workplace? 

 
How has the pandemic impacted kindness 
in the workplace? 

 
It depends on the organization. During the pandemic, communication has been one of the biggest practices 

of kindness in the workplace. In the beginning, it was the organization communicating protocols and the 
daily/weekly changes occurring as the pandemic evolved. Now I believe it must be two-way communication. 
It’s important for leaders to know what’s going on with their employees. If you aren’t asking your 
employees, “What do you need right now?” or “How can we support you?” you won’t know what the 
possible solutions might be. I also think it’s important to empower your employees. What solutions to a 
situation might they have that you hadn’t considered? One business created a school at their empty 
headquarters and hired a teacher to help employees whose school-age children were at home last fall since 
that was the biggest challenge employees were facing. 

 
The four key traits of communication that I believe will help you elevate your interactions with your 

employees should be: appropriate, honest, transparent and beneficial.  
 
The good news is that there is still plenty of kindness happening in the workplace. I’ve heard stories every 
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Transforms Your Bottom Line,” was published earlier this year.
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week of businesses and individual employees doing something a little extra, I’ve even heard of health care 
workers making care packages for another team of health care workers that “has it worse than we do,” 
someone who loves baking making “slices” of kindness for all his coworkers and enjoying that so much he 
decided to take it to the other locations of his company around the city. Kindness doesn’t have to cost a lot or 
even be that big of a gesture. 

 
My three big lessons from the years of doing kindness is that the size doesn’t necessarily matter. Don’t stop 

yourself from doing something small and simple; it could make a world of difference to the recipient, you 
just don’t know right now what’s going on for them. Which leads to my second lesson. There is often a ripple 
effect from an act of kindness. I am witness to that every time I present, and I love to share these incredible 
stories. Finally, giving and receiving kindness both have health benefits. In fact, there is new research that 
shows that the giver of kindness can lessen their feelings of burnout and stress by doing kindness for another. 
Recently I’ve read by a fellow kindness colleague that the secret to making it through this continuing global 
pandemic isn’t only self-care but caring for others too through engaging in kindness. 

 
During the pandemic in the virtual programs I’ve been delivering, I’d ask my participants to answer this 

question in an anonymous format using a QR code: “What holds you back from finding ways to be kind?” 
and there in real time dozens of employees have chimed in over the months with their answers. Of course, 
time, lack of sleep, overwhelm and fatigue have been the most common answers. But this anonymous inter-
action also revealed answers like new folks, no introduction, meetings, social norms, double standards, rules 
that make no sense, trust, hunger and no recognition. If you recognize what might be holding your employees 
back from finding ways to be kind, then you might be able to address at least some of these issues. 

 
Is being a kindness catalyst only something for a firm’s leaders or can anyone in the organization be a 
catalyst?  

 
Your title does not matter. Anyone can be a kindness catalyst. Kindness is in our DNA. It just might need a 

little inspiration and nurturing. That said, if there is one place to put your attention, it should be on your 
managers. It is up to your managers to have a pulse on what’s happening with their employees. They need to 
understand how the workload, protocols, processes, and unit functionality is wearing on your employees.  

 
Consider these questions from your employees’ point of view:  
• Does the company best utilize my skill and talents?  
• Does the company appreciate my work?  
• Does the company empower me?  
• Does the company environment focus on kindness and respect?  
 
If your managers have a sense of what’s going on with their employees, they would probably know how an 

employee is doing long before that employee announces they are leaving. 
 
Can something as simple as kindness really have a positive impact on a firm’s bottom line? 

 
If you consider how much it costs to replace a good employee, then absolutely. Last I heard, the cost to 

replace an employee was about one-third of their current salary. It isn’t just about the money though, if you 
have an organization that has more of a revolving door feeling to it, clearly there is something about your 
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culture that isn’t working. If you can create a culture (and empower your employees) so they want to come to 
work, feel like they are part of a culture where their job is important and recognized for that work, that’s a 
great start.  

 
I tell a story in the book about Les Schwab, a Pacific Northwest Tire company founded back in the 1980s. 

Believe it or not, Les Schwab, the founder, really built this business on kindness. Their customer service is 
exemplary and many of his employees stay with the company forever. He paid them well and built the 
company so that would continue into the future. It’s an excellent model in how important kindness can be for 
your bottom line. Les Schwab passed away in 2007, and after many years the family decided it was time to 
sell the company. It sold in September 2020 for $1.8 billion.  

 
There is no question that funeral professionals needed to adapt during the pandemic to serve the needs 
of families. How should that ability to adapt be encouraged in a post-pandemic world? 

 
One of the biggest ways I saw funeral professionals adapt was with technology. I do hope that will be 

something that is encouraged in a post-pandemic world.  
 
Funeral homes found the resilience to get creative and discovered how to conduct their services and 

funerals with their families in ways that might have seemed unimaginable prior to the pandemic. Take a 
minute to give yourself a pat on the back and to acknowledge that during a global pandemic, you adapted. 
This has been a silver lining for families who live far away or perhaps wouldn’t have been able to be 
included in a service in a meaningful way. You and your organizations have been clever and nimble, adapting 
and finding new methods to do something you’d held back on previously. While perhaps you wouldn’t have 
chosen this path, it has taught you all that there are opportunities for new technology in your businesses to 
move forward. I personally hope this will be one aspect of adapting that will stick around long after the 
pandemic has passed. 

 

Cohen shares a funeral profession-specific story from 
 “The Economy of Kindness: How Kindness Transforms Your Bottom Line.”  

 
No matter what profession you are in, please realize that you are the expert in that field of work. You are 

the resource, the experienced person who has gone through this hundreds of times, you have the opportunity 
with any customer you touch to share what you know. As a funeral director, when someone engages with you, 
any guidance you provide them about their situation will have that much more weight coming from you. 

  
As your customer, we are looking to you to help us see our way through this often challenging experience. 

No matter how routine or normal this becomes for you because it is the work you do every day, understand 
that most people have never been in this situation before and they are relying on your professional expertise. 
Always remember this and it will elevate the way you do your work and make you even better at connecting 
with the people you serve.  

 
I keynoted my first Funeral Directors Association Conference after my mother had taken her life with an 

overdose of medication in July of 2014. In my speech, I shared the story of my experience of arranging a 
funeral while deeply grieving.  
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My mother had wanted to be cremated and my stepfather wanted to honor her wishes. When my stepfather, 
husband, and I sat in the funeral home to talk about the final arrangements, we discussed urns and money. I 
remember very little about a ceremony or rituals that begin the grieving process. We were given little 
guidance. Since my mother hadn’t practiced Judaism that wasn’t considered much a part of the equation.  

 
My stepfather did agree to a service at the Unitarian church where my mother had attended frequently and 

I arranged the details, even asking our congregational rabbi to come and provide a few words. Six months 
after my mother’s death, my stepfather and I had a falling out when I inquired about her will.  

 
He had told me previously that we would plant my mother’s ashes at some point but that never occurred. 

He remarried soon afterward and the ashes remained in his home. I felt ungrounded having no physical 
memorial to visit for my mother. I had learned with the death of my father, that rituals around death are 
important to help with the grieving process.  

 
In the fall of 2018, I hatched a plan. I was working on a peace pole project with a local Rotarian and would 

plant a memorial peace pole on the grounds of the Unitarian church. They loved the idea. My stepsister, 
brother, husband and I laughed and told stories about my mom that October day when we planted the peace 
pole. It had taken several years, but I finally felt some closure after my mother’s death.  

 
When I added this story to share at the funeral directors’ conference, I knew it resonated. I implored the 

funeral directors to recognize that each family they sit with is experiencing this loss for the first time. As 
experts in their field, families are benefitting from their expertise and knowledge.  

 
I’d never heard of a scatter garden or other possible ways to place ashes for someone who is cremated. I 

had only ever really known about burial in a cemetery. Perhaps some additional guidance upfront would 
have allowed us to have some additional choices with my mother’s ashes. \ 

 
Additionally, I suggested they consider a follow up phone call six months or a year later, especially when a 

death has occurred in a tragic way like suicide, to provide additional compassion and guidance for those 
who are grieving.  

 
As a funeral professional, even if this work you do is routine to you, your expertise and guidance is 

absolutely crucial for those you serve. 

 NFDA Seeks Presenters for 2022 International Convention & Expo 
The National Funeral Directors Association is asking funeral service professionals interested in presenting 

an education session during its 2022 International Convention & Expo to submit proposals by Dec. 31. The 
2022 NFDA convention will take place Oct. 9-12, 2022, in Baltimore. 

 
Proposals can be for one- or two-hour education sessions and should fall into at least one of eight topical 

areas: business management and operations; cremation; customer service; grief and bereavement; compliance 
and legal; technical skills; technology; or preneed. Information about submitting a proposal and what the 
Convention Education Task Force looks for when reviewing proposals can be found on the NFDA website, 
https://nfda.org/conferences/call-for-presentations. 
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Parting Stone Creates Hydroponic Garden in Temporary Cremation Containers 
 
Parting Stone has launched a project that uses hydroponic gardening to recycle used temporary cremation 

containers. 
 
In 2019, Parting Stone, located in Santa Fe, New Mexico, introduced a new form of remains for families 

choosing cremation. Its service solidifies 100% of the remains into a form that resembles 40 to 60 smooth 
stones that can be touched and held. Once the solidification 
process is complete the “stones” are returned to partnered funeral 
homes in a cotton cloth bag and pine box. The original black box 
gets left behind at Parting Stone’s lab. With over 1,500 solidifica-
tions as of August 2021, the “black box” temporary urns were 
piling up in their lab and becoming an issue.  

 
“We have over 1,500 black boxes that we don't know what to 

do with,” says Justin Crowe, founder & CEO of Parting Stone. 
“They just accumulated slowly until one day we realized we had 
a major problem. They were taking up 200 cubic feet of space in 
our laboratory.”  

 
The idea of sending 1,500 boxes, up to 1,000 pounds of 

plastic, to a landfill did not align with Parting Stone’s mission – 
the company is a registered public benefit corporation. Black 
box temporary urns are made of thick, non-recyclable plastics, 
making them a problem throughout the death-care space. 

 
“We’ve brainstormed dozens of ideas on how to upcycle the boxes,” Crowe says. “We’ve considered using 

them to construct walls and furniture, we tried to donate them back to funeral homes for reuse, and we’ve 
thought about finding a plastic-eating bacteria to help break them down.” 
 

In the spring of 2021, Sam Funk, Parting Stone’s order manager who tracks the 200-plus sets of cremated 
remains in the lab at any given time, had an idea. 

 
“In the past, I’ve grown hydroponic gardens at home as a hobby,” Funk says. “The ideal container for a 

small, single hydroponics plant is about the size of a large mason jar and has completely opaque walls to 
keep light from growing algae in the water. One day it occurred to me that the used temporary urns were the 
perfect containers for hydroponics.” 

 
Hydroponics is a gardening technique using only water, nutrient solution, and seeds. All that’s needed is a 

container for water and nutrient solution, a growing cup for the seeds, and sunlight. Hydroponics has become 
popular as one can grow food and flowers indoors, year-round, with limited space. 

 
Funk performed multiple experiments with black box hydroponic gardening, both in the Parting Stone lab 

and in his home, with much success.  
 
“The black boxes are perfect for hydroponics because they are thick, dark and opaque, so they don’t let 

An example of growing hydroponic plants in 
“black box” temporary urns. (Photo courtesy of 
Parting Stone) 
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sunlight into the water that the plants are growing in,” Funk says. “We grew a garden in the Parting Stone lab 
and harvested lettuce, radishes, herbs, and flowers.”  

 
Alexandra Jo, culture and content manager at Parting Stone, says they’ve had a good response to the 

project.  
 

“The hydroponic black box project has been very successful,” she says. “Since our launch in September 
we’ve had quite a bit of interest from the death-care community. We’ve shipped out free hydroponic black 
box garden starter kits to interested funeral directors and have sent instructions on how to build your own 
black box garden to lots of people. We even had a few folks come to the Parting Stone booth at the NFDA 
convention in Nashville to chat with us in person about the project and how to get started with their own 
garden. 

 
“Back at the lab, we are solidifying more and more sets of cremated remains, and so we are continuing to 

see unneeded black boxes accrue,” Jo explains. “Sam Funk is continuing to use black boxes to grow hydro-
ponic gardens in our lab and in his home. Some other Parting Stone employees are even starting black box 
gardens of their own to help reduce the waste. Eco-consciousness is so important to Parting Stone,” she 
continues. “We are all very excited to see that the project got so much traction in the death-care community. 
We hope to find more opportunities for recycling and reusing from this profession in the future.” 

 
Parting Stone offers a downloadable digital guide to hydroponic gardening in black box temporary urns at 

https://justincrowe635.lpages.co/kb-publications-hydroponic-lead-mag/

Join Us for Our Upcoming Events at the Live! Casino & Hotel 
 In Hanover, Maryland, Nov. 30-Dec. 3 

 
First up is the Thrive Conference, Nov. 30, as Selected Independent Funeral Homes and Kates-

Boylston Publications join forces to bring together six leaders and experts to explore how to pull together 
and push forward to thrive as we emerge from the challenges and exponential change of the past year.  

 
That’s followed by the Funeral Service Business Plan, Dec. 1-2. Hear from nine top operators and 

consultants who will help you: turn website visitors into actual clients, provide insights on how the 
funeral business model must evolve and adapt to succeed, fine-tune your approach to financing opportu-
nities, navigate transitions as a buyer or seller, maximize value and meaning for families and more. 

 
The final event on Dec. 3 will be the Cremation Strategies Conference. Our panel of five experts will 

show you how to tell meaningful stories – and more of them. With cremation more popular than the 
burial of casketed remains, funeral homes and cemeteries must give every family every feasible option to 
honor their loved one – every time. 

 
All events will take place at the Live! Casino & Hotel in Hanover, Maryland. Stay for one or register 

for all three. REGISTER TODAY! at: 
https://events.kates-boylston.com/?mc_cid=7886a79981&mc_eid=1f12cab51a

https://events.kates-boylston.com/?mc_cid=7886a79981&mc_eid=1f12cab51a
https://events.kates-boylston.com/?mc_cid=7886a79981&mc_eid=1f12cab51a
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Funeral Service Foundation Welcomes New Trustees  

The Funeral Service Foundation’s Board of Trustees welcomed three new trustees and elected its 2021-22 
executive committee at its meeting held during last month’s NFDA International Convention & Expo in 
Nashville, Tennessee. 

 
Voted onto the board in August, 

Matt Outcalt, Jenn Parvin, and Jeff 
Smith began three-year terms as 
foundation trustees on Oct. 16. 

 
Funeral directors and allied profes-

sionals alike serve on the 16-member 
volunteer board and offer their 
expertise and insight to advance to 
Foundation’s mission of investing in 
people and programs to strengthen 
funeral service and lift up grieving 
communities. Funeral service profes-
sionals and organizations throughout 
the United States and Canada benefit 
from the Foundation’s scholarship and 
grant programs, and free community 
and professional resources. 

 
“Our newly elected trustees bring 

enthusiasm, expertise and fresh 
perspectives to the Foundation’s 
volunteer board,” said Funeral 
Service Foundation Executive 
Director Lee Wiensch. “In their short 
time on the board, it’s evident that Matt, Jenn and Jeff value the collaborative and respectful spirit that helps 
the foundation’s board succeed. They’re not afraid to ask tough questions and they’re ready to get to work.” 

 
In addition to welcoming new trustees, the foundation’s board elected its executive committee. Allan Cole, 

president and owner of MacKinnon & Bowes in Toronto, was elected as the foundation’s first-ever chair from 
outside the United States. 

 
The board of trustees also elected Lisa Baue, former president and CEO of Baue Funeral Homes in St. 

Charles, Missouri, as chair-elect, and re-elected Eric Tanzberger, senior vice president and CFO of Service 
Corporation International in Houston, as treasurer. 

 
Christopher Robinson, vice president and general manager of Robinson Funeral Home in Easley, North 

Carolina, continues his service as the NFDA liaison, an NFDA board-appointed role.

Top row (l-r): W. Ashley Cozine, Thomas Pontone, John Heald, NFDA liaison 
Christopher Robinson, Matt Outcalt, David Falconer and Tim Schramm. Middle row 
(l-r): Jenn Parvin, Mark Krause, Bob Arrington, Joan Billman, Jeff Smith, and Kim 
Medici Shelquist. Bottom row (l-r): Executive director Lee Wiensch, treasurer Eric 
Tanzberger, chair-elect Lisa Baue, 2021-22 chair Allan Cole, and NFDA CEO Christine 
Pepper. (Photo courtesy of Funeral Service Foundation)
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 Rollings Funeral Service has announced the recent acquisition of Bilbrey Funeral Home & Cremation 
Service in Crossville, Tennessee. The funeral home, which has been serving its community for over 90 years, 
was formerly owned by Frank Bilbrey Bohannon. This marks Rollings first acquisition in Tennessee. 

 
Greg Rollings, president & CEO of Rollings Funeral Service, said, “Bilbrey Funeral Home has built a 

decades long reputation of trust and compassion when it comes to serving the families of Crossville. Like 
Rollings Funeral Service, Bilbrey Funeral Home has always been family run and I knew their values aligned 
perfectly with ours.” 

 
With over 30 years in funeral service, Bohannon said he wanted to start looking at the next chapter in his 

life and the funeral home. “Greg and Debbie Rollings are not like the big companies and they don’t have a 
one size fits all approach,” Bohannon said. 

Rollings Funeral Service Announces Acquisition of Tennessee Funeral Home
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Upcoming Free Webinars 

How to Combat the Rise in Cremations and Margin Attrition for Years to Come (Nov. 23, 2 p.m. ET) 
 Families first, business second. In the funeral industry, sometimes the needs or capabilities of a family 

supersede the growth of your business. Especially in 2021 – when we’ve seen a rise in at-need services, 
cremations, and shrinking margins for funeral homes.  

 
Join David Rueda, executive vice president of LendingUSA, for this webinar as he’ll 

discuss the mutual solution for at-need families and shrinking margins: at-need 
financing. At-need financing provides a flexible payment option for your families, 
which can have an immediate impact on your marketing and ability to sell more full 
funeral services. In addition, at-need financing is a perfect way to show, rather than 
tell, families the value of a payment plan in preparing for the funeral services they 
want, just like with preneed. You’ll also get a review of 2021 product releases such as 
table tents and our upcoming “Fast Screen,” just in time for the new year. 

 
Register at: https://attendee.gotowebinar.com/register/2314511976456115984?source=fsi 
  

How to Navigate the Tax Landscape When Selling your Business and in Retirement (Dec. 7, 1 p.m. ET) 
 Funeral home owners often sell their business without realizing how much money 

from the sale will go to taxes and how much they may have saved in taxes with proper 
planning. With an uncertain tax environment in the years to come, having a plan in 
place is crucial. Join Tim Hermann, vice president and senior wealth advisor at 
Roosevelt Investments, as he shares insight into different tax savings and retirement 
planning strategies owners may want to consider as they look to sell their business and 
transition into retirement.  

 
Register at: https://attendee.gotowebinar.com/register/2973536156864391948?source=FSI 

David Rueda

Tim Hermann
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