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Community Strategic Planning
Report

EXECUTIVE SUMMARY

As a State Agency, the Oregon Mortuary and Cemetery Board performs long-range strategic planning in
order to inform the development of programming to best serve the general public and licensees. This
document is intended to increase visibility into this process as well as communicate the results and
recommendations of the most recent process.

To accomplish this, this report starts by describing the mission and function of the Oregon Mortuary &
Cemetery Board as well as the State-wide context for the Board’s strategic planning process. The report then
describes the format, content and results of the 2013 survey and planning day efforts. Finally, the report
makes recommendations for improving the overall planning process to increase effectiveness and inclusion of
stakeholders.

Finally, the report lists key recommendations to the Board for changes in the strategic planning process in
2014 and beyond.

The key recommendations are, in summary:

® Increase Survey Participation

e Evaluate Survey Results in Detail

e Improve the Community Planning Day

e Increase Stakeholder Organization Participation

e Redesign Framework to Focus on Outcomes and Progress

e Review the Role of Policy Committee in Overall Strategic Process
e Assign Strategic Topic Owner

e Create Stronger Ties into Budget and Operational Plans

e Provide Broader View into Big Picture
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ABOUT THE BOARD

It is the Board's statutory responsibility to license and regulate the practice of individuals and facilities
engaged in the care, preparation, processing, transportation and final disposition of human remains. The
Board’s programs protect public health, safety and welfare by promoting professional behavior and
enforcing compliance with civil statues and rules established for that purpose, as well as through education
and public awareness.

The Board's programs affect those who have suffered a loss, those who make final arrangements and those
who provide death care goods and services. It is the Board's responsibility to license and regulate the practice
of individuals and facilities engaged in the care, preparation, processing, transportation and final disposition
of human remains. The Board's licensees include funeral service practitioners, embalmers, apprentices, interns,
preneed sales people, death care consultants, funeral establishments, immediate disposition companies,
cemeteries and crematories. The Board protects the public and the industry by promoting and enforcing
compliance with statutes and rules established for that purpose, which are predominantly administrative law.
Engaging in certain death care activities without a license is the only crime within the Board's jurisdiction.

Board Composition

The Board is composed of eleven members appointed by the Governor: two funeral service practitioners, one
embalmer, three cemetery representatives, one crematory operator and four public members.

Scope, Budget & Impact
Approximately 63,000 deaths will occur in Oregon during the 2013-2015 biennium.

Death care services are provided by approximately 2400 practitioners and facilities throughout the state.

For budget purposes, the Board is considered a single program unit. For practical purposes, the Board's
principal activities are organized in three sections: 1) licensing and examination; 2) compliance; and, 3)
administration. Each of these components has some responsibility for the area of education.

The Board’s Legislatively Approved Budget for the 2013-2015 biennium is approximately $1.6 million. The
Board does not receive funding from the State’s General Fund or Lottery Funds. The Board is entirely self-
funded through fees.

Licensing & Examination

The Board licenses individual death care professionals and the facilities where they work. This includes
individual funeral service practitioners, embalmers, apprentices, interns, preneed sales people, death care
consultants, as well as the funeral establishments, immediate disposition companies, cemeteries and
crematories within Oregon. The Board also administers a funeral service practitioner (FSP) and death care
consultant (DCC) exams at least twice each year.

Compliance-Inspection

The Board inspects all death care facilities at least once each biennium. The Board takes a preventive
approach to investigations, preferring to educate licensees when in the field in order to prevent violations.
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With the exception of egregious or continuing violations, deficiencies noted during routine inspections rarely
lead to formal disciplinary action.

Compliance-Complaint & Background Investigation

ORS 676.165 requires the Board to conduct an investigation upon receipt of a complaint by any person
against a licensee or applicant. The Board may also initiate an investigation upon its own motion. Though
complaint investigations are mandatory, the Board's sanctioning authority is discretionary.

Board conducts criminal background checks on a variety of individual license applicants and on the principals
of licensed facilities. The Board may deny a license application for conviction of a crime bearing a
demonstrable relationship to funeral service practice, embalming practice, or the operation of funeral
establishments, immediate disposition facilities, cemeteries and crematories. The Board may also deny an
application for any misrepresentation in obtaining a license.

Administration

The Board's administrative functions are carried out by the Executive Director with the assistance from staff.
Principal functions include program and project planning, development, management and evaluation; budget
preparation and presentation; performance measurement; legislative coordination; rulemaking; personnel
recruitment, management and retention; contracting and purchasing; receipt and expenditure control;
accounting oversight; information systems and data base management; meeting planning and facilitation;
public relations; and, developing and maintaining critical partnerships and collaborative relationships.

Education

The Board serves as an information resource on death care options and resources for the public, other
agencies, organizations and the media, as well as for licensees. Education is also one of the principal aims of
the Board's inspection process. Inspectors invite questions and provide on-site technical assistance, as well as
explaining the regulatory basis for any deficiencies noted. Finally, the Board administers an apprenticeship
program for prospective funeral service practitioners and embalmers, and also provides the examinations for
licensure for funeral service practitioners and death care consultants.

BACKGROUND: COMMUNITY STRATEGIC PLANNING PRORCESS

Each year, the Oregon Mortuary & Cemetery Board sponsors a community planning event in order to discuss
the Board’s most current strategic planning Framework, as well as the long-term needs of Oregonians and
industry trends related to death care. The Framework is sent to all interested parties who have registered
with our office for Board mailings, and is also discussed at several Board meetings, typically in the fall of
each year. The highlight of the community participation process has been an annual planning day where all
interested parties are invited to engage in a day-long discussion. The results of all input—received at the
planning event, via email or other correspondence, or via written or verbal testimony at Board meetings—are
incorporated into an updated Framework document, which guides the strategic planning and prioritization of
Board policy development and operational initiatives in upcoming years.

In 2013, with the purpose of increasing community participation, the Board initiated an online anonymous
survey in order to gain more feedback in the planning process.

CONTEXT: THE 10-YEAR PLAN FOR OREGON
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In 2012, the State of Oregon developed a unified strategic plan to prioritize and guide investments and
spending by all State agencies, Boards and Commissions targeted at achieving specific outcomes. More
information on the full document can be found here'.

The Oregon Mortuary & Cemetery Board, as a Health Professional Regulatory Board, is mapped to the

Safety Outcome of the 10-Year plan. The over-arching 10-year desired outcome is:

DESIRED SAFETY OUTCOME: Oregonians will be safe where they live, work and play.

The plan goes on to identify several specific strategies to achieve this outcome. Many relate to police, fire
and infrastructure investments traditionally associated to public safety, but many also speak to broader issues

in the provision and regulation of services to Oregonians. The specific State-wide 10-Year strategies
identified relevant to the Oregon Mortuary & Cemetery Board are as follows:

Programmatic Links to Statewide Safety Outcome Strategies
Oregon Mortuary & Cemetery Board

Strategy 3: (1) Foster a culture of disaster preparedness and resiliency to actively
support Oregon’s diverse citizens.

How: Funeral Service Practitioners and Embalmers are essential to an effective response to a
disaster, as they play a role in handling, caring for and processing human remains and proper
completion of death certificates. The Board actively promotes practitioner participation in
disaster preparedness training and exercises, while also coordinating with other state, county
and federal agencies to incorporate consideration of—and provide access to—practitioners
in this area. Additionally, ensuring sufficient death care facilities are available in different
communities is critical as many of these facilities may be needed for storage of remains.
While the Board does not directly own or establish facilities, the Board can identify facility
availability to other agencies and can work with communities to identify gaps in coverage.

Strategy 5:

(3) Citizens are knowledgeable about the consumer protection services that are
offered by the state and are able to efficiently access and utilize these services to
their benefit.

(6) Oversight of financial services, utilities, telecommunications providers and the
insurance industry develops to provide affordable products and services where
penalties and fees are limited and transparent.

(7) Improved effectiveness of adult abuse protection and response.

(8) Regulation is focused on prevention and remediation.

(9) Reduced number of unfair practices, violation of rights and standards and
dishonest activities.

! http://www.oregon.gov/COO /Ten/Pages/index.aspx
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How: The Board regulates the death care industry to ensure the safety, soundness and
availability of products, services and facilities. As a taboo subject, many families do not pre-
plan or prepare for the financial or decision-making required with the death of a family
member, and there is strong potential for misuse or misrepresentation of financial instruments
or services.

Specifically:
* The Board is focused on improving the public visibility and understanding of the death care

industry, and the current and emerging trends and issues for consumers and licensees.

* The Board supports efforts to ensure the availability of skilled practitioners in the death care
industry who can meet the needs of a changing population.

* The Board provides sufficient regulation to ensure consumer protection and safety while
honoring cultural or personal preferences or practices.

* The Board provides leadership in ensuring consumer choice and protection with regard to the
pre-arrangements of death care goods and services (pre-need arrangements).

* The Board will ensure the proper regulation and utilization of new disposition technologies
and practices.

* The Board will provide expertise and policy relating to the disposition of indigent remains.

* The Board will effectively partner with other State agencies in order to meet the mission of
the Board, as well as to improve consumer protection and to streamline regulations where
possible both under the Board’s direct oversight and when there is overlap with other
agencies.

CONTEXT: STRATEGIC FRAMEWORK (THRU AUG 2013)

For the last four years, the Board has been using a Strategic Framework to guide activities. The Framework is
divided into broad categories and specific outcomes or criteria that are used to guide specific planning and
operational activities in a given year. Going into the 2013 community planning process, the Board was using
the following framework:

1. Education

a. Develop mandatory continuing education (CE) program
i. 10 hour minimum

ii. Board establishes requirements; not all content

iii. Board to provide content on Oregon requirements

iv. Board to provide refresher training upon rule changes

v. For FSB/EM/Pre-Need /Cemetery MGR /staff-different, appropriate requirements

vi. Allow multiple mediums (in person, online), but clear requirements

b. General education program for stakeholders (practitioners, consumers, Legislature,
kids).
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Inform about options, Board services, & trends
Information about licensees
May be best as passive services (they come to us)

Ovutreach

Improve web site user experience for different stakeholder groups
Explore use of social media for outreach and education channels

ex. YouTube “fireside chats” channel

Continue licensee topic educational quarterlies

Improved topical handouts for consumers.

Work on distribution system—partner with licensees, hospital, hospice, senior
organizations, efc.

Effective Operations and Fiscal Sustainability:
Seriously consider other operational models that increase fiscal sustainability
without lowering service levels.
Combine with other agencies for provision of administrative functions, if appropriate
Retain Board discipline and scope of practice authority
Target 15-17 for implementation
Review fairness and sufficiency of current fee structure; adjust as appropriate
Fee for funeral home based on volume?
Shift to set fees in rule; establish predictable increase schedule
Implement “citation’” program in rule
Consider use of self-inspections as one of our inspection tools for licensees with
high compliance history
Continue shift to paperless office; set specific target completion dates
Paperless Board meetings
More electronic information sharing between agencies to reduce redundancy and
paper
Not just state, but county as well
Consider adjusting composition of Board itself; consider smaller size but make
sure all licensees and public members represented.
OMGCB should be paperless internally.
Clarify protocol for how Board actions are recorded, enforced and finalized in a
consistent and timely manner.
Consider open format for all investigations, inspections.
Consider more staff discretion to close unsubstantiated complaints (retain reporting to
board)

Licensing, Certification and Regulatory Oversight:

Any other companies or practitioners dealing with human remains should come
under appropriate regulation, ASAP, either via this body or other.

In ten years we will be properly regulating all businesses that handle human remains
(like tissue procurement facilities, first call facilities and scattering companies)
Explore need for licensing for cemetery personnel, stronger regulation of pre-need
salespersons
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5. Indigent Disposition Fund

doctor's care; reciprocity for doctors.
i Revise Embalmer / FSP reciprocity between states.

c. Bordering state collaboration - ability / authority to sign death certificates if under

a. The Indigent Disposition Fund would be properly funded, administered and used.
i Strongly consider consolidation of fund management into OMCB.

ii. Assess if program is sufficiently funded.
iii. Provide outreach/educational material to hospice, social workers; other stakeholders

on fund.

6. Clarity:

a. Require greater transparency and full disclosure regarding goods and services
offered by licensees, (i.e., where is body taken for holding and / or cremation).

b. Continue clarifying rules (so that consumers and practitioners on same page).

a. Continue shift to plain language in all ORSs and OARs

i Use complaints, violations and questions to determine most ambiguous for starting
points

b. Improve definition of "funeral establishment" and related regulation.

c. Improve "final disposition" definition and related regulation.

d. Improve ““indigent” definition and related regulation.

Based on this framework, as well as other conversations and input from stakeholders, the Board developed a
community survey to seek feedback on the relative importance of key issue in order to help identify and

prioritize efforts.

COMMUNITY SURVEY

Design and Distribution

The Board developed a survey which was emailed
several times to our list of interested parties in
August and September of 2013. The survey was
designed to capture feedback about the type of
respondent (licensee or non-licensee), the area of
the state in which they live, their relative ranking of
the importance of key strategic topics, as well as a
means to provide free-form feedback for the
Board. The survey was hosted on Google forms,
and all responses were anonymous. The Board
received 108 responses out of approximately
1,208 emails sent.

Survey Question Set

100

80

60

40

20

Type of Respondent

Non-
Licensee
11
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Below are the questions used for the survey. Please note that not all respondents were asked all questions.
For example, only respondents that identified themselves as a licensee were presented with the questions

about license type and age. Only respondents who indicated they had interacted with the Board’s website
were asked the detailed questions about their experience.

Demographic Information

Since the survey itself is anonymous, the next series of questions will help us gather information about the

responses so that we can make sure we are getting broad representation.

1. Your Zip code? * This will help us make sure we are getting responses from all over the state, as well

as understand if certain issues are more important in different areas.

2. What best describes you? *

OMCB Licensee

Death Care Facility Employee or Volunteer (Not Licensed).
Hospice or Hospital Worker

Other State or County Employee

Consumer

Other:

Strategic Objectives
3. How important are the following objectives? These objectives have been identified at previous

community strategic planning sessions. In your opinion, how important do you see these items?

Not Somewhat Fairly This should be
important Important Important a Priority

Establish a Continuing Education Program for licensees.

Provide more general education materials for consumers.

Improve the website to make it easier to use and contain
more resources.

Add social media presence (Twitter, Facebook, other) for
education and outreach.

Review fairness and sufficiency of current fee structure.

Improve the Indigent Disposition Fund—better clarification of
the use and improved management.

Improve reciprocity laws between border states to better
serve families.

Explore licensing cemetery personnel-not just facilities.

Explore stronger regulation of pre-need sales persons.

home.

Explore licensing "first call" companies--companies that pick
up a decedent from home or hospital and bring to funeral

Review and update apprenticeship program.

Review and update internship program in light of distance
and other education options.

Allow for self-inspection of facilities under certain
circumstances.

Allow for larger bone fragments in cremation if requested
by families.

Improve definitions of holding room, funeral establishment,
immediate disposition company and final disposition.

Implement "citation authority" to reduce complexity of
inspection process--allowing simple infractions to be
addressed without performing full investigation while
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| retaining all appeal rights. | |

Your Thoughts and Suggestions
4. What other thoughts will you share? Please let us know of any trends, issues, concerns or suggestions
you have for us to consider during our strategic planning session?

Licensee Questions

5. Which of these personal OMCB licenses do you currently hold?
Check all that apply.

e FSP

e Embalmer

e Pre-Need Salesperson
e  Apprentice

e Intern

e Death Care Consultant

6. What is your age?

e Inmy 20s
e Inmy 30s
e Inmy 40s
e Inmy 50s
e Inmy 60s
e I'mover70

7. At what type of facility do you currently work?
Check all that apply.

e  Funeral Home

e |mmediate Disposition Company

e  Cemetery

e  Crematory

e  Final Disposition Company

e Not currently working in death care facility
e Other:

Board Interaction
8. How often do you typically interact with the Board?

° once or twice a year at most
° maybe 3-5 times a year
° more than 5 times a year
9. Why?
o For licensing information
° To find out about death care options in Oregon
° To obtain contact or other information for a licensed facility
° To obtain help with specific rules or regulations
° For sample forms or other materials
o To work with an inspector
° To file or respond to a complaint
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° For information related to genealogy research
° Other:

10. How do you prefer to interact with the board?

° Don't Like No Preference Preferred
° In Person at Board Offices

° Phone

° Website

° Email

o Fax

° Regular Mail

° At a Board Meeting

11. Would you like to see the Board hold meetings outside of Portland?
The Board currently meets in Portland, but would like to explore regularly holding some of our meetings
elsewhere if that is of value to stakeholders.

° Yes

° No

12. If so, where? In which other Oregon cities would you like the board to hold a meeting?

13. Virtual Board Meeting Options--Please check any of the following services that would be of value to

you.
° Ability to listen to live meetings and see materials via the Internet.
° Ability to listen to the meetings (audio only) via the Internet.
° The ability to have audio and video of live meetings via the Internet
° The ability to access audio recordings of past meetings online.
° The ability to access only certain materials (such as presenter materials) online.

14. Have you visited the OMCB website?
° Yes Skip to question 15.
o No Skip to question 3.

Website Usability
Help us improve this resource for you
15. How would you rate our current website?

Poor Average Good

Ease of finding what I'm looking for

Quality of material Posted

16. How can we make it more useful? Any specific changes you can suggest to make it better?

17. How did you find our Website?

° Via Board emails or documents
° Google or other search

° From a friend or colleague

° Via Oregon.gov general site

o Other:

Page 9
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Response by Region
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Response by Respondent Type

Count of What best describes you?

Non-Licensee Respondents

1 1.5 2 2.5 3
Number of Respondents

3-5

_ - Apprentice

small cemetery

_ - Cemetery Staff

_ - Cemetery Mgr

_ - FH Owner

__ - Board Member of

_ - Columbarium Mgr

Count of What best describes you?

Licensee Respondents

20

30 40 50 60 70 80 90
Number of Respondents

100
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Age of Licensees Responding

v 91 respondants

Facility of Employment

Not currently
working
6%

Cemetery
25% Funeral Home
50%
Crematory
15%
IDC
3%
License Designations
8o
70
g
60 =&
=
=
50 &
3
40 &
o
o5
30 2
20 E
~
10
Pre-Need ©
Apprentice Salesperson Embalmer FSP
Series1 8 17 53 73
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Importance of Strategic Objectives

= No Answer

= Not Important

= Somewhat

Important
= Fairly
Important
= Priority
&
&

OMCB Strategic Objectives

NN NN SeCEe- e W e

- \

-,i\

100

- 8o

# of Responses

I 40

20

Ranking of Strategic Objectives

Definitions of FH and IDC-gth
Large Bone Fragments-15th
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Web Site

89 respondents indicated they have visited the Board’s web site. Of those respondents, they rated the
quality of materials posted and the ease of finding what they were looking for:

Web: Quality of Web: Ease of Finding
Material 50
60 45
40
50 35 -
40 30
25
30 7 20 -
20 - 15 -
10
10 -
5 |
o o | —
Average Good Average Good Poor

Respondents were also asked how the web site could be improved. Of the 89 respondents, 14 provided
specific feedback as follows:

° A more functional search option would be nice.

o Better search engine/system

° Improved links and improve search capabilities

° It seems very jumbled, bigger headings and more organized. A better typeface would also
improve navigation.

. List complaints chronological instead of alpha.

. More information about violations, whether or not they lead to disciplinary actions, for the
educational benefit of all licensees.

. Photos and bio of the staff

. Really like being able to send customers to the web site so they can learn their rights before

working with funeral homes. We are a nonprofit but some of the stuff our clients hear from for-
profit companies is NOT in keeping with relevant law. Good to have an education resource for
these folks.

° No, No Changes, None, or Not at this Time.
How did you find our Website?
40
35
30
25
20
15
10
5
o
Arapahoe From afriend or Google or other OFDA Roster Via Board emails Via Oregon.gov
Community collegue search or documents general site
College application
form.
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Board Interactions

70

50

40

30

20

10

How Often Do you Interact with the Board?

maybe 3-5 times a year

more than 5 times a year

once or twice a year at most

How Often Do you Interact with the Board?

onee or twice a year at most

more than 5 times a year

maybe 3-5 times a year

To find out about death care options in Oregon, help w/ specific rules or regs, sample forforms or other materials

licensing info, contact or otherinfo a licensed facility, help w/ specific rules or regs, sample forms or other materials

contact or otherinfo alicensed

contact or otherinfo alicensed facility, help w/ specific rules or regs, sample forms or other materials

To find out about death care options in Oregon, help w/ specific rules or regs, sample forforms or other materials

licensing info, help w/ specific rules or regs, sample forms or other materials, To file or respond to a complaint

licensing info, contact orotherinfo a

Ticensing info, To find out about death care options in Oregon, help w/ specific rules or regs, To work w/ an inspector
licensing info, about death care options in OR, contact or other info for a licensed facility, help w/ specific rules or regs, ..

help

licensing info, help w/ specific rules or regs, sample forms or other materials, To work w/ an inspector, To file or respond.. |

licensing info, help

licensing info, contact orother info alicensed facility, help w/ specific rules or regs, To work w/ an inspector

licensing info, contact orotherinfo a

To work w/ an inspector

help w/ specific rules or regs, To work w/ an inspector

help w/ specific rules or regs, sample forms or other materials
help w/ specific rules or regs

contact or otherinfo alicensed facility

To keep current on Board activities

never
na

I haven't had any interaction w/ the board yet.

sample forms or other materials

licensing info, help w/ specific rules or regs, To work w/ an inspector

licensing info, help w/ specific rules or regs, sample forforforms or other materials
licensing info, help w/ specific rules or regs

licensing info, sample forms or other materials

licensing info

info related to genealogy research

assisting interns filing paperwork

ask questions, work on legislative initiatives that impact both organizations
(blank)

help w/ specific rules or regs, sample forms or other materials

. help w/ specific rules or regs, To work w/ an inspector, report 10 day Hold!

facilit

contact or otherinfo a licensed facility, help w/ specific rules or regs

To find out about death care options in Oregon, help w/ specific rules or regs
run regular business meetings
OFDA

licensing info, help w/ specific rules or regs, sample forforforms or other materials
licensing info, help w/ specific rules or regs
licensed facility, help w/ specific rules or regs, sample forms or other materials, To...

licensing info

Board member

As a supplier to keep informed

w/ specific rules or regs, To work w/ an inspector, To file or respond to a complaint
help w; specific rules or regs, OFDA

help w/ specific rules or regs, sample forms or other materials

help w/ specific rules or regs

licensing info, To work w/ an inspector, Site Inspection

licensing info, help w/ specific rules or regs, To work w/ an inspector

w/ specific rules or regs, sample forms or other materials, To work w/ an inspector
licensing info, help w/ specific rules or regs, sample forforforms or other materials

licensing info, help w/ specific rules or regs

licensed facility, help w/ specific rules or regs, sample forms or other materials, To.. |

licensing info, contact or otherin a licensed facility
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How Do You Like to Interact with Board:
Board Office

Preferred

No Preference

How Do You Like to Interact with Board: Fax

Preferred
No Preference
Don't Like

o 10 20 30 40 50 60

How Do You Like to Interact with Board: Mail

Preferred
No Preference
Don't Like

o 10 20 30 40 50 60

How Do You Like to Interact with Board:
Board Meeting

Preferred
No Preference

Don't Like

Don't Like
o 10 20 30 40 50 60 7o
How Do You Like to Interact with Board:
Phone
Preferred
No Preference
Don't Like
[e} 10 20 30 40 50 60 7O 8o
How Do You Like to Interact with Board:
Website
Preferred
No Preference
Don't Like
o] 10 20 30 40 50 60
How Do You Like to Interact with Board:
Email
Preferred
No Preference
Don't Like
o 10 20 30 40 50 6o 70
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Yes

No

[=]
=
(=]
©
[=]
[
[=]

Board Meetings outside Portland?

Other Meeting Locations

14

12

10

o N A~ O

Desired Virtual Meeting Capability (87)

live audio/video, Access past audio, Access select materials.

live audio/video, Access past audio

live audio/video

Access select materials.

Access past audio, Access select materjals.

Access past audio

listen to the meetings (audio only) ., Access select materials.

listen to the meetings (audio only) ., Access past audio, Access select materials.
listen to the meetings (audio only).

Listen live & see materials., live audio/video, Access select materials.

Listen live & see materials., live audio/video, Access past audio, Access select materials.
Listen live & see materials., live audio/video, Access past audio

Listen live & see materials., live audio/video

Listen live & see materials., Access select materials.

Listen live & see materials., Access past audio

Listen live & see materials.,audio only ., live audio/video, Access past audio, access past materials
Listen live & see materials. audio only ., live audio/video, Access past audio

Listen live & see materials. audio only ., live audio/video

Listen live & see materials. audio only ., Access past audio, Access select materials.
Listen live & see materials. audio only ., Access past audio

Listen live & see materials. audio only .

Listen live & see materials.
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COMMUNITY PLANNING DAY

This year, the annual community planning day was held outside of Portland for the first time in Bend, Oregon,
the day after the regular board meeting which was also held in Bend. All interested parties were
encouraged to attend and the day had 29 participants overall, including board and staff members.

The participants were divided into table workgroups with a mix of board members, staff and community
members at each table, with a further balance of community segment, where possible (e.g. cemetery, funeral,
general public) in order to have the broadest mix at each of the tables. The facilitator then led a large
group presentation on the following topics:

e The history and Statewide context for Board strategic planning.
e The role of the Board Policy committee and the difference between Statute and Rule changes.

e  Focusing on What we do (mission), and then determining How to best accomplish it (operations).

The participants were then shown the high-level results of the community survey for importance of strategic
framework items. Participants were asked to use the information, and their own discussion, to identify the top
ten topics for more in-depth discussion for the day. The participants identified the following items:

Indigent Disposition Fund

Citation Authority

Licensing of First Call Companies

Continving Education

General Education

Allowance for Long Bone Retrieval from Cremated Remains
Licensing of Cemetery Personnel

Review of Licensing Fees

WONOOGLLOD-

Improved Definitions of Funeral Establishment, Inmediate Disposition Company,
and Funeral Service Practitioner
10. Review of Apprenticeship, Intern, Reciprocity, & Pre-Need Requirements

The participants were then asked to discus each topic in detail in their table groups, and then report out to the
full group for additional discussion and comparison of results from the table groups.

The following, while not exhaustive, captures the main points discussed under each of the topic areas.

Indigent Disposition Fund

e A better definition of “Indigent” is required. The current definitional use is ambiguous and is
contributing to possible mis-use of the fund.

e There is concern that some hospice workers, some licensees or some consumers believe the fund is a
“charity fund” or source of funding for families with little money, leading to mis-use.
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e The qualifications and management of the fund need to be improved for better equity in
repayment—for example, licensees who are not current on payment into the fund should be
disqualified for re-imbursement until they have paid.

e Some participants believe the fund is working well; much better than before.

e Some participants believe the Board should take over management of the Fund.

Citation Authority

e Generally, the participants were open to the ide, but had specific concerns in how such a program
would be developed. For example:

o Participants do not want such a program to be structured as an open-ended revenue
generator as that may encourage citations.

o Participants want to maintain or increase the emphasis on partnership and assistance not
punishment in inspections.

o Participants would like to see clear information on exact citations and penalties.

o Participants would like to see no financial penalty on first time citation, with penalties being
incurred on repeat infractions.

Licensing of First Call Companies

e Participants were mixed on this point.

o The majority seemed to feel that first call personnel and companies are already
appropriately regulated as they fall under the control of the FSP.

o Some felt this population is the most ripe for mis-conduct and should definitely be regulated
by someone.

o There was more support for a registration of first call companies with the board than for
individual persons who may be retained by an FSP (who may or may not work for a
company).

Continuing Education

e The majority of participants felt implementing at least a limited continuing education program was
important, with a focus on complying with Board rules and regulations.
o There was less agreement on who should have continuing education requirements. Most
agreed all licensees should have them; the group was more mixed on whether non-licensed
personnel such as cemetery managers or retort operators should have any.

e A few participants felt there shouldn’t be any requirements at all.

General Education

e The participants were also mixed on this point.

o Some participants felt the Board shouldn’t be educating consumers directly at all—rather, this
is the role of the practitioners and industry associations.

o Some felt the Board should develop materials, but in a passive role—materials for the
website or if contacted by a consumer.

o Some felt there should be materials developed, but distributed to other networks that already
do outreach, such as hospice, AARP, etc.

o Only a few felt the Board should be doing more in the way of active consumer education
(beyond development and distribution of materials)
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e  When defined as additional licensee general education, however, the participants felt that this was an
important area to continue and improve; especially clarifying compliance requirements.

Allowance for Long Bone Retrieval from Cremated Remains

e All participants were supportive of changing the statute to allow for this cultural practice.

e There was some discussion about the need to review statutes for the allowance of similar practices.

Licensing of Cemetery Personnel

e There was less discussion on this topic than on others.

e The feedback was mixed, with some participants feeling there is already sufficient or too much
regulation with others feeling that at least cemetery managers should be licensed.

Review of Licensing Fees

e There was less discussion on this topic; however, the consensus was that it was appropriate to review
the fee structures.

e There was specific feedback to review the fairness and timeframe for reporting of the Board’s per
transaction fees vs fixed licensing fees.

Improved Definitions of Funeral Establishment, Immediate Disposition Company, and Funeral
Service Practitioner

e Different groups discussed this topic at varying levels of detail. The general consensus was that the
definitions of FE and IDC do need to be reviewed.
o Some felt the IDC should be retired.
o Some felt there needed to be more distinction made between “full-service” and limited service
funeral homes so that consumers can better compare facilities.

e There was little feedback on review of FSP, although some commented on the relative roles between
FSP and Embalmer license and the need for further clarification. A few commented on the need to
better clarify between an FSP and various other types of practice including celebrants, death care
consultants, etc.

Review of Apprenticeship, Intern, Reciprocity, & Pre-Need Requirements
®  Most participants felt that there needed to be review of the apprenticeship and intern requirements in
light of distance education and other funeral service programs in the geographic area.

e Some participants felt that the current requirements for tracking and reporting don’t adequately
measure competency and the programs need to be heavily overhauled to do so.

® Most participants felt that reciprocity licensing needed to be made clearer.

®  Most but not all felt that there needed to be more requirements for pre-need sales persons, at least in
the form of a test, as well as consideration for renewal of licenses.
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Participants were asked for general feedback on the day; what worked and what could have gone better.
The results are as follows:

What Worked:
Breaking into small, mixed groups for in-depth discussion.
Focusing on specific topics.
More effective than past formats which were more general.
Having community planning days outside the Portland area.
Areas to Improve:
More time scheduled (Some disagreed).
Fewer topics to allow for a deeper dive into the discussion.
Pre-notification of who was attending (Some disagreed).
Change table participants throughout day (Some disagreed).

Provide better information on progress between sessions—is anything actually being
accomplished or are we discussing the same topics over and over?

CONCLUSION: RECOMMENDATIONS

Involving the community in the planning process is an essential part of effective long-term strategic planning.
While the Board has been holding annual planning sessions for several years and has been publishing and
promoting the Strategic Planning Framework, there is still a relatively low level of participation by the whole
community. The expansion of the community planning format to include a stakeholder survey definitely
increased results; however the survey still represents a relatively low percentage of the overall stakeholder
population (at about 8%).

Increase Survey Participation

e Consider other methods for the distribution of the survey; sending out earlier ahead of the planning
day; sending in paper form as well as online, possibly bundled with licensing renewal materials.

® Include more detail about the most current Strategic Framework along with the survey so respondents
have a deeper understanding of the strategic issues.
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Evaluate Survey Results in Detail
e Review the survey results in detail to determine if question set needs to be revised in order to more

effectively capture information.

e Review for detailed responses by geographic area to determine if there are regional preferences or
trends.

e Consider shifting some of the demographic (age of licensee) and operational questions (value of
website) to a different survey in order to increase focus in strategic topics.

Improve the Community Planning Day
e Find ways to increase visibility of upcoming planning days, such as promoting date much earlier in
year.

e Definitely continue to hold sessions outside of Portland/Salem area; however, recognize that there
may still be need for a planning day in the Portland /Salem area as well.

e Consider smaller regional sessions that may not include full Board, but which use same format.

e Consider virtual board meeting capability for folks to participate in at least part of the day online.
® Increase the time spent on digging more deeply into fewer topics.

e Be sure to show progress to date in between sessions.

e Identify specific action items out of the day.

e Find ways to allow participants to continue to participate between planning days.

Increase Stakeholder Organization Participation
e Consider sending survey or holding discussion with stakeholder organizations asking for formal
feedback from each organization, including their stance on Board issues and possible changes.

e Consider gathering this formal organizational feedback prior to developing and sending general
survey and holding planning day in order to incorporate questions about feedback from
organizations in the process.

e This will help frame further discussions and development of legislative concepts or administrative rule-
making which all require survey of any organizational positions on Board concepts.

Redesign Framework to Focus on Outcomes and Progress

e Don't just focus on topics; show progress toward specific goals over time.
e Clearly show current objectives and activity toward those goals.

e Better designate if a topic requires policy change, administrative rule change or statute change (or
combinations of the above).

e Provide updates at every Board meeting as well as at planning events.

e Post online.

Review the Role of Policy Committee in Overall Strategic Process

e Consider if the policy sub committee of the board is effectively integrated into the overall strategic
planning process. Modify procedure, charter, etc., if the work of the committee can be better
integrated into the overall process.
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Assign Strategic Topic Owner

e Consider assigning a Board member or establish a Board subcommittee as topic owner to work on
strategic topics. This will increase oversight and accountability for keeping up on associated work
efforts.

o Be sure to identify specific resources and actions on each effort.
o ldentify which efforts will be prioritized when there are limited resources or demand for the
same resources.

Create Stronger Ties into Budget and Operational Plans
e Don't recreate the wheel. Consider using the strategic framework and new progress tracking
reporting procedures as the basis of developing the Board’s biennium program and budget requests.

Provide Broader View into Big Picture

e Consider increasing visibility of strategic topics nationally by surveying other States and National
organizations about their strategic topics and concerns. Clearly identify and provide this information
to Board stakeholders.
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