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Executive Summary

Overview

The students of the Gerald G. Fox Master of Public Administration (MPA) program at the
University of North Carolina at Charl otte
Section, a&componendf the Landscape Management Division within the Engineering and

Property Management Department, in evaluating their current operations and business practices.

The City of Charlotte manages four historic and three active public cemeteries with fiscal year
2015 expenses totaling approximately $798,00@ Cemetery Section oversees all operations
of these cemeteries, including plot sales, the opening and closing of graves, landscaping
maintenance, and general upkeep.

w

To evaluate Charlottebs cemetery operations

the current operations and business practicesunicipally owneccemeteries, researched
national burial trends, and identified best practices from which to mdltmmendations. From
thesedata, the MPA team created 15 recommendations to enhance current City cemetery
operations.

Methods

To establish best practices and generate recommendations for the improvement of Charlotte
cemetery operations, the MPA team ueslfollowing data collection methods:

1. Conducted a literature review of trends and best practices in public cemetery
management

2. Researched relevant state and local laws, ordinances, and policies as they pertain to the

project

E-mailed questionnaires tinsilar municipalities in 23 jurisdictions
Followedup with 16 benchmark jurisdictions via phone interviews
Interviewed two City Council members and the Deputy City Manager
Received technical assistance from City staff

o0k w

Using these six methods of data cdiies, the MPA team was able to develop a comprehensive
overview of the current approaches to municipal cemetery management.

e
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Findings and Recommendation

Thefindings and recommendationgre organizedy topicwithin four overarching categories
operations indigent and unclaimed burial practices community involvement, and
marketing. Within these categories, the MPA team identified 15 specific reconatiensl
based upon its analysis, which arelined in Tablel.

Each of theecommendation&as formed based updrest practices in cemetery operations.
Adopting these practices would benefit the City by maximizing the amount of usable burial
space, ensuring that fees are on par with industry standards, and creating itgisupport for
City ceneteries.

Table 1- Recommendations

1 Evaluate schedule of fees annually
Increase fee associated with the perpetual care fund
Consider selling customizable products
Be aware of the rising trend in green burials
Explore installation of a crematigarden
Create a land use plan for plot development
Examine GIS mapping implementation project
Conduct periodic cost analysis of contracting services
Evaluate local policy for unclaimed remains
Cremate unclaimed remains
Set crteria for determining indigerdurial status
Appoint a citizenbds advisory group
Regularly host tours and events in the cemeteries
Update website to create stronger web presence
Market preneed plot sales to residents

© 00 N O 01l WN

I e el ol
UM WN P O

The City currentlyfollows many of the best practicetentifiedwithin the national trends
researctandinterviews withbenchmark cities. However, the MPA team found that Charlotte

does have untapped potential that could yield enhanced revenues and operational improvements

Municipally ownedcemeteries across the United States have adopted a variety of business
practices to suit their individual needs,
recommendations highlight best practices that would be agdodbfit Char | ot t ed s
Section.

C
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Introduction

Students enrolled in the Advanced Seminar in Publinddament Problem Solving couise

the Gerald G. Fox Master of Public Administration (MPA) program at the University of North
Carolina at Charl otte were asked t compaesen st

of the Landscape Management Division within the EngineerindPamplerty Management
Department, in evaluating their operations and business practices. Currently, the City manages
and maintains seven cemeteries; four are historic and no longer have plots available for purchase
and three are active.

The MPAteamwastise d wi t h assessing Charlotteds cem
benchmark data from other cities that hawaicipally ownedcemeteries, and offering

suggestions for improved operations in relation to industry best msclibe City is interested

in evaluatingtheir operations after the retirement of two tenured cemetery employees. New
leadership has presented the Cemetecyi@ewith the opportunity tassess their business

practices and service delivery.

The MPA team analyzed the Cemetery Secti6 s f dtatemeants o gain an understanding of
revenues, expenses, and the perpetual care TlledVIPA team identified best practices through
interviews with city officials in similar m
and thoraigh research regarding national, state, and local trends for cemetery management.
These best practices were used to create a list of final recommendations.

This report proceeds first with an-depth look at national, state, and local trends in cemetery
management. Next, an overviewofcurre Char | ot t e busness practicgs arsde c t |
operations is provided. Then, an overview of the data and methodology used by the MPA team is
discused. Next, the findings from thresearch arased to generate recommendations.
Recommendations are grouped into the following categaesgations, indigent and

unclaimed burial practices community involvement andmarketing. The report concludes

with a summary of the MPA teambés anal ysis.

t h
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National, State, and Local Trends in Cemetery Management

Between burial and cremation services and products, private and public cemeteries are part of a
$274.8 million industry (NFDA, 2015). The way people are consuming these services and
products is not theasne as it was 20 years ago. As new trends emerge and consumer demands
shift, companies in the cemetery industry and municipalities offering cemetery services will need
to make significant changes in order to stay competitive and operational.

Public cemetsr management has become increasingly difficult. Trends like the rising popularity
of cremations, the lack of available land in many jurisdictions, and the increasing costs of
cemetery maintemae create challenges foemetery managers. A survey conducted013

revealed that nearly 75% of public cemetery managers indicated their cemeteries operated on a
budget deficit, with nearly 20% of managers believing that their public cemetdiieew

completely reliant on taxpayer dollars within the next 25 years (Wickersham, 2013). This lack of
sufficient funding could lead to cemeteries falling into a state of disrepair and an inability of
cemetery managers to expand or renovate existing ceeseterdevelop new ones.

Cremation vs. Traditional Burials

[2)

It has become evident over the past decade that the most notable trend in the cemetery industry i
the rapid rise in cremation rates, and projections suggest an even larger increase over 5he next 1
years and beyond. According to the National Funeral Directors Association (NfeD3), in

2005, the national percentage of cremations of total deaths in the United States was 32.3%. By
the end of 2015, it is projected that the national cremation riteeach 48.5%.

Two major factors that appear to be driving higher cremation rates are cost and changing
religious attitudes toward cremation. First, cremation is less expensive than a traditional burial.
Table 2 reflects the cost difference of an adulefial and viewing for cremation versus a

traditional burial. Based on the national median cost of cremations, consumers save over $1,000
on average when selecting cremation, while still having a viewing and a funeral service.
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Table 2- National Median Cog of an Adult Funeral with Viewing

Non-declinable basic services fee $2,000 $2,000
Removal/transfer of remains to funeral home $310 $310
Embalming $695 $695
Other preparation of the body $250 $250
Use of facilities/staff foviewing $420 $420
Use of facilities/staff for funeral ceremony $495 $495
Hearse $318 -
Service car/van $143 $143
Basic memorial printed package $155 $155
Metal casket $2,395 -
Cremation ée (if firm uses a third party - $330
Cremation casket - $1,000
Urn - $280
Median Cost with Funeral and Viewing $7,181 $6,078

Source: NFDA (2015)

As evidenced in Table 3, for families who choose cremation and elect to forego the viewing of
the body prior to cremation, eliminate the traditional funeral, and decide to store the cremains of
their loved one in an urn at their home, the total cost deesesignificantly to only $2,920.

Table 3- National Median Cost of an Adult Cremation

Nondeclinable basic services fee $2,000
Removal/transfer of remains to funeral home $310
Cremation ée (if firm uses a third party $330
Urn $280
Median Cost without Funeral and Viewing $2,920

Source: NFDA (2015)

The second factor contributing to the rise in cremation rates is the evolving religious landscape
in the United States. Many religions that once disapproved of cremation, suctCashiblec

and Jewish faiths, have become more open to the pré@aceesFoley,2006. Table4 provides
examples of thpositions of variouseligions regardingremation.




City of Charlotte Cemetery Section: An Operations Analysis
|

Table 4 Burial Preferences by Religion

Religion Typical Disposal Cremation  Special Notes

Hindu Cremation Yes Bodies cannot be burned if thought to
unfit to be offered as a sacrifice.

Judaism Burial No Judaism typically rejects the practice ¢
embalming.

Protestant Burial Yes

Roman Catholic Burial Yes Cremation has been permitted since
1963, but the official stance is still
burial.

Anglican Burial - The official stance on cremation is still
being determined.

Armenian Burial No

Church

Greek Orthodox Burial No

Islam Burial No Islam allows formultiple burials in a
grave.

Sikhism Cremation Yes Sikhism believes that coffins trap the
soul.

Source: Garce$-oley (2006)

In addition to more tolerant religious views of cremation, there has been a decrease in the
percentage of Americans who identify with a specific religion. In their 2015 report, the NFDA
noted that the percentage of Americans who identified as not bellegedfwith a specific

religion increased from 16% in 2007 to 23% in 2014. Also, people are becoming less likely to
prioritize religious restrictions in the decistamaking process during funeral planning. In fact,
the percentage of consumers over theadi) who prioritize religion when planning a funeral
for a loved one dropped nearly 10% over the past three years and is currently around 40%.

As burial rates have an inverse relationship with cremation rates, the national burial rate is
decreasing stelily. According to the NFDA (2015), there will be approximately 1.2 million

burials in 2015 in the United States. That figure is expected to drop to just over 900,000 in 2025

and to 570,000 in 2035, meaning that the number of traditional burials wilt bewaif overthe
next 20 years (see Figurg 1
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Figure 1- Projected Growth Rate of Traditional Burial vs. Cremation in NC
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Source: NFDA (2015)

North Carolina is slightly behind the national average in the increased percentage of cremations,
with anexpected 42.2% cremation rate in 2015 (NFDA, 2015). However, projections show that
the state is headed in the same direction as the rest of the Unites States, and cemeteries across
North Carolina are expected to see cremation numbers rise. If North Garofitinues at the
expected pace, the statewide cremation rate should reach 51% by 2020 and 69.4% by 2030
(NFDA, 2015).

Services and Products

As the demand for cemetery services changes, industry professianets reevaluate their

business practicesid generate new sources of revenue. The industry has already begun to adapt,
offering a wide variety of products and services. As it pertains to traditional burials, cemetery
managers are increasing prices for the cost of reserving specific plots of lgttdemand

areas near walkways and along roads. They are also purchasing monuments from stone masons
and reselling them for a profit (Petrillo, 2015). Although rare, cemetery managers have been
known to sell products with high profit margins, such gsaagl, books, and other memorial

items (Petrillo, 2015).
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Following the national trend, most cemetery managers are exploring business opportunities
associated with crematioBue to the rise in crematiortbgere is an opportunity for organizations
to offer personalized products and services to this target population to increase revenues. The

NFDA (2015) notes that in order to fAimeet bu
cremation rates and contied decrease in preference for a traditional funeral, funeral homes,
crematorieséand cemeteries wil/ l' i kely offe
with cremation, such as packages and customj
Some companies have alreadygbn offering an array of customized products and services for
cremati ons. Messinger Mortuaries, | ocated I
ground, or enclosed in a columbarium niche

options gives families an opportunity to create custom burials and memorial services, while still
generating revenue for the cemetery. Other alternative products and services currently being
offered include storing ashes in lockets to be worn as jewelry,rfguaghes in a biodegradable

urn alongside the seed of a tree so that loved ones grow as part of that tree, and decorating glass
balls so customers may display the ashes in aesthetically pleasing containers (Madrid, 2015).

In an industry that thrives on tfidion, cemetery managers have an opportunity to create new
traditions around cremations, similar to the ones that exist with traditional burials. According to
the NFDA (2015), over onthird of the population associates a memorial service with
cremationthere is only a small fraction of the population (6.9%) that does not associate any type
of ceremony with cremation. Offering memorial services and funerals with viewings and
visitations produce higher profit margins than traditional burials becausecremmats fid o n o
requireprofte r odi ng costs such as acquiring marker
(Petrillo, 2015, p. 21).

Another alternative service in the cemetery industry is green burials. As attitudes about the
environment continue tovelve and sustainability becomes an increasingly popular topic among
private, public, and nonprofit entities, organizations and businesses are beginning to move
toward more environmentally friendly practices. Pew Research (2015) conducted a survey that
found that 71% of respondents agreed that the

by

environment , 0 while 56% indicated that Astri

attitudes reflected in these findings suggest that consumersexestatl in organizations with
environmentally friendly business practices.

While still an emerging market, green burial practices are giving cemetery managers an
opportunity to offermoreeeoons ci ous opti ons. Aawayoéoarny, orfr
for the dead with minimal environmental impact that aids in the conservation of natural
resources, reduction of carbon emissions, protection of worker health, and the restoration and/or
preservation of habitat o ( Ghlresegreen BudalsiprahibittfGeo u n
use of embalming fluid and outer burial containers, such as burial vaults or grave liners, but
encourage the use of burial containers made of natural orddamed materials (Everplans,

2014).
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The City of métbraOperations e 060 s Ce
History

The City of Charlotte has operated public cemeteries since 1853, when EImwood Cemetery was
incorporated in the Fourth Ward neighborhood of Charlotte. Today, the City operates seven
public cemeterieésee Table 5)Three of the s@n cemeteries have plots available for sale and
have burials each year, while the remaining four cemeteries are historic and do not have any
available plots; however, burials still occur for plots that have already been sold.

Table 5 City of Charlotte Cemeteries

Evergreen Active Central Avenue
Elmwood Historic 6" Street
Oaklawn Active Oaklawn Avenue
Ninth Street Pinewood Historic 6" Street

North Pinewood Active Summit Avenue
West Pinewood Historic Summit Avenue
Old Settlers Historic 51" Street

The historic cemeteries present unique challenges due to their age and lack of revenue
generation. The restoration and repair of historic monuments is significantly more expensive
than that of gravestones installed today, taedack of available plots means high maintenance
expenses without any revenue generation to supplement them. However, Charlotte does not lack
grave space the wanany other municipalities déccording to cemetery staff, there is land to
potentially acommodate burial needs for the next century with appropriate land use and

planning; however, the City does not currently have a master plan for the future development of
plots.
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Operational Structure

Within the Cityds oCeqgeatenyiSechon is jpart @f the Landscapet ur e,
Management Division within the Engineering and Property Management Department.

Charl otteds Cemet er y Stene $taff membery)their olescare wi t h
Division Manager, Office Assistant, Adminiative Officer, Labor Crew Chief, and four

Equipment Operatorsee figure 2)All administrative tasks, plot sales, and deyday

management of cemetery operations are performed by the three administrative staff members.

Figure 2: Charlotte Cemetery Sedbnd ©rganizational Chart

Cemeteries
Supervisor/Division
Manager

| Bill Bibby
1

I [ I

Administrative
Officer |

Joya Lewis | Joe James Andersoi‘n
[

Equipment Operator Equipment Operator Equipment Operator Equipment Operator
| | Il ]

Will Cammer | William Davis | | Alfred Oates |

Office Assistant Labor Crew Chief

Charlotte contracts out all landscaping services to third party vendors. Currently, there are four
landscaping vendors operating under thyear contracts. The vendors all have contracts that are
up for renewal on alternating years, so at least one cbewenes up for renewal every 12

months. The opening and closing of graves is performed by equipment operators employed by
the Cemetery Section.

Costs for and descriptions of available cemetery services are published on the Cemetery
Sect i on 0 s cheentaiss infoematioman six of the seven cemeteries, contact
information, and a fee schedule for plot and burial purchases.

e i
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Financials

The Cemetery Section reported budgeted expenses of $915,848 and expegetesaiéd
revenues of $68,286for FY16.

Expenses

The Cemetery Sectionds annual expenses were
three expense items: contractual expenses, personnel services, and miscellaneous expenses. For
FY16, $252,900 has been budgeted for contraseraices to cover the cost of four landscaping
service contracts. The landscaping vendors are responsible for landscaping maintenance.
Contractual services are not used for the opening and closing of graves, monument repair, or
beautification projects shcas mulch, lighting and irrigation repairs, and flower or pine straw
installation. Another $455,323 has been budgeted for personnel services to pay for staff salaries

and other personnel expenses such as,awdr kmano

retirement. The remaining category of miscellaneous expenses hdsudgeted $207,&to
provide for expenses such as telecommunications, equipment, supplies, advertising, postage,
building upkeep, and utilities.

Total budgeted expenses have gnat anaverage annual rate of only 3% between FY08 and
FY16. Figure 3shows that much of the growth has occurred in the miscellaneous expenses
category. This growth was driven by large increases of 40.0% in FY14 and 16.9% in FY16, due
mostly to subsintial increases in ISP insurance premiums and administration costs. In contrast,
contractual expenses have remained flat (actually declining by 0.2% in 2011) in actual dollars,
and personnel services have grown at an average annual rate of just 2.1%.

Figure 3- Major Expense Categories

$1,000,000-
$900,000
$800,000 Miscellaneous Expenses
$700,000 ® Personnel Services

$600,000
$500,000
$400,000
$300,000
$200,000
$100,000

$0
2008 2009 2010 2011 2012 2013 2014 2015 2016

m Contractual Expenses

c
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As demonstrateth Figure 4 the relative size of the three major expense categories has
fluctuated somewhat since FY08. Personnel services remained relatively consistent as a
percentage of the Cemetery Sectionds total b u
contrast, contractligervices have fallen from 32.9% of expenses in FY08 to 27.6% in FY16,
whereas miscellaneous expenses have increased from 17.0% of total expenses in FY08 to 22.79
in FY16. The former is due to flat contract expenses, while the latter is due largely to the
aforementioned increases in insurance costs.

Figure 4- Budgeted Expense Categories
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Revenues

There are five selfjenerated revenue sources for the Cemetery Section. First, the perpetual care
fund holds money in perpetuity for the upkeep ofgghblic cemeteries. The perpetual care fund
currently has a balance of approximately $3.1 milaod generates $15,000 in interest per year
that in accordance with Citypoligy s transf err ed tAgperpetuad caefeé¢ y 0 s
of $50 per buriagenerates about $12,000 per yddre remaining selfenerated revenue

sources include proceeds from the sale of plots, fees for the opening and closing of graves, an
installation of monuments fee, and a fee for thagfer of deeds and propertfiechnically, all
seltgenerated fees are recognized as general fund revenues by tlé€iGjity has to

supplement these revenues with other General Fund resources when it appropriates money to the

Cemetery SectiaThe disussion below classifies these supplemental resources as the

AEsti mated Appropriationo (i .e. appropriate
generated revenue sourceB)gure5 shows that each ofthe Cemetg Sect i onds f un
havebeen increasing over the past eight years.

Figure 5 Cemetery Funding by Source

$1,000,000

$900,000 /_/
$800,000 m Perpetual Care
$700,000 Monument Foundatiol
$600,000 Installation

Dup. Deed & Transfel
$500,000 Fee

Grave Digging

$400,000

$300,000 m Sale of Lots

$200,000 m Estimated General

$100,000 Fund Appropriation

$0
2008 2009 2010 2011 2012 2013 2014 2015 2016

Table 6lists the funding sources from largest to smallest. It reveals that appropriations from the
general fund and fees for the opening and closing of graves are the largest sources of funding for
the Cemetery Section, whereas interest earned from the perpetual caredfieesagenerated

from the transfer of deeds and property produce relatively small amounts of revenue.

di
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Table 6- Funding Sources in FY16

Estimated Appropriation $347,562 37.95%
Grave Digging $303,850 33.2%
Sale of Lots $187,357 20.5%
Monument/Foundation Installation $64,679 7.06%
Perpetual Care Furfeee $12,000 1.31%
Duplicate Deed & Transfer Fee $400 0.04%
Total $915,848 100.00%

FurthermoreFigure6 shows that the resources attained from the various funding sources have
remained relatively constant as a percentage of total funding for the Cemetery Section over the
past several years. TidEmeterySection has become slightly more dependent upon ddueda
appropriations since FY08, as this source has risen from 34.5% of funding in FY08 to just under
38% in FY1@® although this is down from a high of 39.6% in FY14. In contrast, grave digging
fees have fallen from a high of 38.3% in FY10 to approxim&8I2% in FY1® however, this

is up from a low of 31.8% in FY15. This reveals a long trend of becoming slightly more
dependent on general fund appropriations and slightly less dependent on grave digging fees.
There does, however, appear to be a revgi&inhis trend over the past two fiscal years.
Fluctuations in the remaining funding sources have been relatively minor since FY08.

Figure 6- Funding Sources
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Five-Year Revenue Forecast

The MPA team was supplied with actuals for total-gelierated revenues from the Cemetery
Section for the period FY07 to FY15 and used these data to forecast tetmrssmihted revenues

for the next five fiscal years. The forecast is based on the piapete change in actual

revenues from FYO7 to FYlbkigure7r eveal s t hat t he-gé&derateelt ery S
revenues fluctuated considerably during the time series. Revenue changes ranged from an
increase of 9.3% from FY13 to FY14 to a decline of 9f&%n FY08 to FY09. The average

annual change in revenues was 1.2%, which the MPA team used to make its projections for the
upcoming five fiscal years. This forecast method is conservative and results in projected
revenues of $567,789 for FY16, $574,570Ry 17, $581,450 for FY18, $588,404 for FY 19,

and $595,440 for FY20. This forecast is based solely on past patterns of growth/decline and,
therefore, does not take into account any future changes to existing fee structures.

Figure 7- Forecast ofSelf-GeneratedRevenues, Actuals(FY2016-20)
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Data and Methodology

The MPA team used the following information and data collection methods to perform the
analysis of Charlotteds cemetery operations;|

0 Conducted a literature review of trends and peattices in public cemetery

management

Researched relevant state and local laws, ordinances, and policies as they pertain to the
project

E-mailed questionnaires to similar municipalities in 23 jurisdictions

Followedup with 16 benchmark jurisdictions daone interviews

Interviewed two City Council members and the Deputy City Manager

Received technical assistance and documents from City staff

With these six methods of data collection, the MPA team was able to conduct a comprehensive
review of Charlotte ametery operations and identify best practices and opportunities for future

i nnovation to i mplement in Charlottedbds Cemet
method employed by the MPA team is outlined below.

(@]

O¢ O¢ O¢ O¢

Literature Review

A thorough literatire review was performed which examined national burial trends and public
cemetery management best practices. Data was collected and analyzed for cremation
preferences, funeral costs, population growth, religious participation, and projected annual deaths
for Mecklenburg County and the United States. The two main secondary data sources used in
this report are from the United States Census Bureau and the National Funeral Directors
Association.

Legal Research

North Carolina state laws ai@ity of Charlotteordinances relating to cemetery operations were
researched to determine the legal confines under which public cemeteries in the State operate.
An excerpt of these legal documents can be found in Appendix A.

Benchmarking Data

The MPA team performed extensibenchmarking research to build the foundation of this report
and the final recommendations for the City of Charldtreemphasis was placea

benchmarking municipalities in the southeastern United States that operate public cemeteries and
were similarnin size, demographics, or another variable similar to Charlotte. The MPA team
discussed which cities would provide good benchmarks for Charlotte, and 23 cities were selected
for initial interviews.These preliminarynterviews were conducted by the MPAre&ia phone

and/or email based on the preference of the point of contact at the respective city. The questions
asked during the initial interview are available in Appendix B.
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After analyzing the responses from the initial interviews, the following 1&aite¥e chosen as
good benchmarks for Charlotte in at least one aspect of cemetery operations: Asheville, NC,
Atlanta, GA, Austin, TX, Durham, NC, Fairfax, VA, Greensboro, NC, Greenville, SC,
Huntsville, AL, Jacksonville, FL, Morganton, NC, Norfolk, VA, @nido, FL, Raleigh, NC,
Richmond, VA, Savannah, GA, and WinstSalem, NC. Figure8 provides a magepicting the
benchmark cities.

Figure 8- Map of Benchmark Cities
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Once the 16 cities were identified, the MPA team contacted each of them for adpllow

interview. The questions asked during this second interview can be found in Appendix C. The
initial and followup interviews were conducted over a span of approximately four weeks in
September 2015. The MPA team also examined the other municipalitie=dlatshe Charlotte
metropolitan area, but concluded that no useful benchmark cities existed in the Charlotte region.

While all of the benchmark cities were comparable to Charlotte in at least one focus area, the
size and operations of the cemetery depants varied greatly. Many of the benchmark cities
managed only historic cemeteries, while some had both historic and active cemeteries. Some of

' The following cities were contacted but either did not operate public cemeteries, were deemed too dissimilar from
Charlotte to provide a useful benchmark, or were unresponsive and were omitted from the benchmarking analysis:
Biloxi, MS, Charleston, SC, Dias, TX, Fort Lauderdale, FL, Knoxville, TN, Memphis, TN, and Nashville, TN.
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the municipalities had only one public cemetery, while others had several public cemeteries. A
chartcomparing he scope of the benchmark citiesd cg¢

Interviews

The MPA team conducted interviews with three City leaders to discuss historic and current
public opinion on cemetery operations in Charlotte. The three persons interagwedMPA
team were:

1 Patsy Kinsey, Charlotte City Council
1 Vi Lyles, Charlotte City Council
1 Ron Kimble, Deputy City Manager

The questions asked during these interviews can be found in Appendix E.

Technical Assistance from City Staff

Several City staff mmbers in the Management and Financial Services Department, as well as

the Cemetery Section, provided the MPA team with technical support and assistance. Assistance
provided by City staff included primarily electronic correspondence to provide documents fo
analysis and to answer questions for clarification. Phone apergon conversations with City
staff members and a tour of the Cemetery Se
also provided. A list of reference documents used by the M&A te drafting this report can be

found in Appendix F.
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Findings and Recommendations

The MPA team identified best practices and categorized them into four main areas: operations,
indigent and unclaimed burial practices, community involvement, and marketing. This section is
organized as followsa general overview of each major categorprisvided, followed by

discussions of relevant sidategories in which specific recommendations are given. The sub
categories are organized to include a discu
recommendations for the City of Charlotte, andiaital supporting information regarding the
recommendations.

Operations

Sound operational policies and practices are crucial to ensuring public cemeteries are making the
best use of public dollars while providing quality services to citizens. The folipséction
highlights cemeteriesd6 fee schedules, oppor
opportunities for Charlotte cemeteries to implement in the fuured t he Cemet er y
practice of contracting out services. Arédentifiedfor future implementatiomclude

alternative burial options, plot development planning, and geogragbreation system (GIS)

mapping.

Schedule of Fees

The MPA team was able to obtain and perform a fee schedule analysis bemthenarlcities
(Asheville,Austin, Durham, Greensboro, Huntsville, Raleigh, Richmond, Savannah, and
WinstonSalem) and Charlotte.

Two of the benchmark cities, Jacksonville and Fairfax, were removed from the fee schedule
analysis because they were classified as outliers. Pricesriaxrare much higher than other

cities examined based on their local economy, and Jacksonville does not have active cemeteries
available for burial. The remaining five benchmark cities did not provide fee schedules to the
MPA team.

Based on recent haty, the Cemetery Sectiarpdates its fee schedule every two to four years.
As the cemetery industry changes and new products and services become available, fees for
service across publiand private cemeteries shoblel adjusted to remain competitive et

market. In order to stay abreast of current price trends, the fee schedule should be examined
annually and a summary memo or report should be produced explaining whether fees changed ot
remained the same. According to the City of Charfofielicy oncemetery operations, the fees
charged by Charlotte cemeteries should be benchmarked with private cemeteries in the local areé
to determine appropriate fee amounts. Based on the analysis of the nine benchmark cities, the
MPA team has the following recommexatibn:

Recommendation 1Charlotte should evaluate their cemetery fee schedule annually and
changes where appropriate.

t

|
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The MPA team found through benchmarking research that many municipalities update their fee
schedules annually. For exampiesheville examines their cemetery fee structure annually and
makes any recommendations deemed necessary to their City Council. Durham and Savannah
also review their fee schedules as part of their annual budget process. Norfolk examines their fee
schedule mnually and benchmarks with private cemeteries in their geographic area to determine
fair costs to citizens. Raleigh examines their fee schedule annually, and this is a requirement in
the Raleigh City Code.

There were a few benchmark cities that did xatneine their fee schedule on an annual basis.

An interview with Richmond revealed that over a period of seven years, it was challenging to
update the citybs fee schedule due to | ocal
maintenance of thecemeteries. Richmond now tries to update the fee schedule every two to
three years. Morganton does not review its fee schedule annually eithehdsuan assessment

is done they compare their fees to those of local private cemeteries.

An examinatiorof fees charged by two of the largest private cemeteries in Charlotte, Forest

Lawn West and Gethsemane, revealed that the public cemeteries offer lower fees to citizens than
thar private counterparts. Tablecompares the average prices of these pubiiteteries to the

current Charlotte price for a variety of services. Charlotte could increase their adult burial fee by

$50andst i | I cost | ess than a private cemetery.
fees remain fair and competitivédppend x F i1 ncl udes the current
schedule.

Table 7 Price Comparison between Charlotte Private and Public Cemetery Services

Adult Burial $1,248 $1,2951,595 $90061,500
Child Burial $447 $395500 $3506750
Vaults $1,500 $1,4951,500 -

Urn Vaults $575 $550600 -
Burial Ashes $2,500 $9952,500 $400800
Niches $1,298 $1,50063,000 $8001,200
Disinterment $1,999 $6952,995 $50061,500
Markers $2,10063,000 $2,10065,000 $.70.75/irf
Tent and Chair Set Uy $1,2951,595 - $250

Fee Schedule Analysis

As explained above, it is common for benchmarks to assess their fee structures by examining the
fees of local private providers. This facilitates ease in data collection and best captures local
economic conditions. However, it is useful for the City to pame its fee schedule with

benchmark municipalities as well because public cemeteries share characteristics (such as
concern over public opinion) that private providers do not necessarily have to consider when
setting their feeCurrently, tie City of Charlotte charge$900-$1,500 for an adult burial with an
additional $50 perpetual care fee. While thadldee is competitive witlthose charged by




Gerald G. Fox Master of Public Administration Program

benchmark cities, Charl otteds perpetual car
the following recommendation:

Recommendatior2: Charlotte should consider increasing the perpetual care fee to tinatc
benchmark average.

The tables below provide the findings of the analysis performed on the cemetery fee schedules
for adult burials and addith@l servicesFee comparisons in these tables highlight the perpetual
car fee as the most apparent candidate for immediate increase.

1. Adult Burials

Adult burials are defined as burials for persons older than 12 years of age. This service relates to
the sale of plots, as well as the opening and closing of graves, burial of cremains, and
disinterment of ashes for weekdays, weekends, and holitlagkes8 and 9 show thatharlotte

prices are currently on par with the average for the benchmark cities, but burial costs should be
examined often to identify any justified cost increases.

Table 8 Adult Burial Prices

Price per grave $1,067 $900$1,850 $950$1,200
Burial (before 3:00 p.m.) $877 $350$1,440 $900
Burial (after 3:00 p.m.) $936 $350$1,940 $1,200
Saturday $1,132 $450$1,940 $1,500
Sunday $1,257 $450$1,940 $1,500
Holiday $1,194 $908$2,350 $1,500
Disinterment ground $1,132 $100$2,000 $1,500

Table 9 Adult Cremation Prices

Cremains in ground space $735 $500%$1,250 $800
Burial (before 3:00 p.m.) $485 $305%1,200 $400
Burial (after 3:00 p.m.) $555 $305%$1,200 $600
Saturday $678 $450$1,300 $600
Sunday $620 $250$1,300 $600
Holiday $715 $200$1,600 $800
Disinterment of ashes $813 $200%$1,600 -

2. Additional Services

Table 10 suggests thidte City has awmpportunity toincrease the perpetual care fund fee. Almost
all of the other benchmark citiebarge higher perpetual care fe€se methodby which the
benchmark cities collect thieperpetual care fund fegaries widely. The cities of Asheville,
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Austin, Durham, Greensboro, and Richmond include the perpetual care fund fee in their plot
sales, whereas Jacksonville and Raleigh specifically allocate 10% of plot sales to their perpetual
care fund, and WinsteSalem allocates half of the money receiireglot sales to perpetual

care. Other cities charged the perpetual care fund fee separately; for instance, Savannah charges

$12 per square foot of plot space instead of a predetermined dollar amount, and Fairfax charges «
$300 flat rate similar to Charbote 6 s $50 fl at rate. Huntsville
as part of the cost of interment.

Only two of the benchmark cities, Durham and Richmond, published overtime crew charges on
their fee schedules. By definition the deed/property tramséewas standard among the
benchmark cities, as was marker installation.

Table 10 Additional Services

Service Benchmark Average Price Charlotte Price
Perpetual care fee $125 $50
Overtime charges $125 -

Deed and property transfer fee $130 $200
Monument and marker installation $75 $.70/irf - $.75/irf
Tent and chair setup $205 $250
Cleaning and reconditiomg of monuments $50-$250 -

and markers

Opportunities for Future Revenue Expansion

There are a number of options to allow for the customization of burials, cremations, and
memorial services through the sale of products including headstones, cremation memorial
benches, and space on memorial walls. Charlotte does not currently seltlaeseof

customizable products; however, offering all of these services in one place could provide a better
customer experience and help drive revenue. The MPA team has the following recommendation:

Recommendation 3Charlotte should conduct an analysigietermine if selling
customizable products is a viable option.

Despite the potential for improved service delivery and enhanced revenues, most of the
benchmarked cities do not sell customizable products. Greenwood Cemetery in Orlando does not
sell headtonesn order to avoid competitiowith local businesses who sell these produats
because they do not want to assuhezisk associated witheadstonelamageOr | and o 6 s
topsoil is not optimal for the installation of markers and monuments. The cities of Raleigh,
Norfolk, Richmond, and Savannah do not find it necessary to sell headstopesates
businesseare providing this servicand they do not want toterfere with theebusiness
enterprise.

D

152




Gerald G. Fox Master of Public Administration Program
|

There arecities thatdo sell customizable products located outside of the 16 primary benchmark
cities evaluated in this repdrGolden Coloradaosells a variety of headstones and cremation
memorial benches. Creina are placed inside the benchehich are installed in a cremation

garden. The total cost for a cremation bench is $2,561.23. In addition, Golden cemeteries have a
memorial wall that displays the names, birthdates, and dates of death of individadisdfaf
$750.Golden began offering these services as a means to increase revarue=adstones sold

at Golden cemeteries are purchased at cost from a wholesale company in Minmesota a

sold at a 15200% markip.

Another citysellingcustomizable products is Auburn, Alabama. They sell flat bronze markers,
granite foundations, and memoriahisbes. Auburn opted to sdilese products as a way to
improve service delivery. For this reason, there is only a minif&b fnarkup on markerse
foundations, and there is no markup for memorial benches.

The city of Arlington, Washington reported that they sell headstones, temporary markers (used
until a permanent headstone is installed), memorial benches, and memorial trees. The city, which
stated selling these products in the late 1990s, most often sees the sales of headstones rather
than memorial benches and memorial trees. The average annual gross revenue from headstones
is approximately $35,700, while installation is roughly $10,000.

Despte the fact that very few of the benchmarked cities sell headstones and other customizable
products, sales of these products are a potential revenue source. The Charlotte Cemetery Sectior
should conduct an analysis of the feasibility and potential beoéftslling headstones and

other customizable products. Factors to consider in this analysis may include potential
wholesalers, projected annual revenue from the sale of these products, and the impact on local
businesses that may already offer these sesvic

Alternative Burial Options

As cemetery needs change and people become more environmentally conscious, public and
private cemeteries are beginning to offer alternative burials that put fewer unnatural materials
back into the earth. Green burials aneineation gardens are both options that are becoming
increasingly popular among individuals who want to reduce their carbon footprint.

Green Burials

One of the newest trends in alternative burial options is green burials. Currently, the City of
Charlotte does not offer services or products associated with green burials. As attitudes and
priorities change, there is an opportunity for cemetery manageftet alternative burial

options that satisfy the e@mnscious consumerhe MPA team has the following
recommendation:

Recommendatiord: Charlotte should be aware of and consider green burial option

2 Because none of the benchmark cities provide customizable products for sale, the MPA team searched for and
identifies several cities that provide these services in ordevéoGiiarlotte a basis for analyzing if such products
are suitable for its Cemetery Section.
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As stated earlier, green burials have gained popularity in recent years. A green, or natural, burial
I sa way of caring for the deased with minimaenvironmental impact aidinig the

conservation of natural resources, reduction of carbon emissiorestprotof worker health,

andr est oration and/ or preservation of habitat
green buria prohibit the use of embalming fluid and traditional outer burial containers, such as
burial vaults or grave liners, but encourage the use of burial containers made of natural or plant
derived materials (Everplans, 2014).

Austin and Orlando are the ortlyo benchmark cities that offer some form of green burial.

Some cities expressed interest in the possibility of offering such services, while several others
explained explicit challenges that prevent them from offering green burial options. Benchmark
cities that do not engage in green burials shared that their challenges are: proximiigtelsea
difficulty of maintenance, and lack of consumer demand. Despite these challenges, the Funeral
Consumers Alliance (2010) advises that green burials are gaimudgpity natioawide because
they are simple, conserve natural resources, eliminate hazardous chemicals from the burial
process, and can be very ceffective. In fact, since green burials do not require embalming,
expensive caskets, or concrete vathese burials can lower the cost to consumers by thousands
of dollars.

While green burials are not advertised as a service provided by the city of Austin;faeretiy

burial option is available upon request. Embalming is not required by state lathiganty

offers an outer burial container with an inverted concrete liner so that the body can become one
with the earth. Austin also works with a funeral home that offerdremudly burials by utilizing
biodegradable caskets made from natural matdikalsvillow, seagrass, bamboo, and

unbleached natural cotton. Orlando is the other benchmark city that offers green burials, utilizing
a vault with a hole in the bottom of it that allows the body to return to the earth.

Even though only two of the 16 bdmoark cities offer green burials, this alternative burial
option could prove to be a revenue driver.
over threequarters otemeteries that provide this servieported that the demand for green
burialshas increased since they began providingdditionally, almost half of the participating
cemeteries that offer green burials indicated that families who are choosing green burials would
have chosen cremation and scattering, or cremation and inurrfrtiestalternative was not an
option This demonstrates that many consumers who are choosing green burials are doing so in
lieu of cremation, and since green burials are bigger revenue drivers than cremations, offering
this alternative could help boost exwe.

The average cost of a green burial lot ranges from $1,000 to $2,500 (Green Burial Council,
2015). Coupled with the opening and closing costs associated with a green burial, which ranges
from $501 to $1,500, green burials can cost anywhere betwesdil®b, $4,000 (Green Burial
Council, 2015). Therefore, the estimated cost of green burials typically falls between the cost of
cremation and traditional burials.

Currently, there are no approved green burial providers in Charlotte (Green Burials Council,
2015). The only Green Burial Council approved natural burial ground in North Carolina is the
private cemetery, Pine Forest Memorial Gardens, located in Wake Forest (Green Burials
Council, 2015). In order to become approved by the Green Burial Coundlityheould have

A C
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to work with the Green Burial Council to become certified. One benefit of exploring green burial
options in Charlotte is the limited competition the City would have with other cemeteries, since
no one else in the area offers these uniqueces.

Cremation Gardens

According to Grever & Ward (2013), cremation gardens are becoming an increasingly popular
interment accommodation in cemeteries across the natsowith green burials, the City does

not currently offer cremation garden servicBse small space requirements and the added
flexibility of cremation makes these gardens an economically superior alternative to traditional
burials, both to the consumerdatihe service provider. Consumers benefit from having a burial
alternative that is both eddendly and less expensive than a traditional burial. Cemetery
managers also benefit from cremation gardens because the service and maintenance costs are
lower than those of a cemetery, and they can be placed on areas of property that were once
considered to be unusable forground burials due to rocky soil or tree growkhe MPA team

has the following recommendation:

Recommendatiorb: Charlotte shoul@éxplorethe possibility of installing cremation garder

Since cremation gardens are a newer concept, none of the benchmark cities currently
accommodate this method of memorialization. However, there are several private cemeteries in
Charlotte that do offer cremation gardens. Carolina Cemetery Park, with hscatiiannapolis,
Concord, and Harrisburg, offer a cremation scattering garden as one of its many services. These
gardens are treated as a space for dArefl ect
propertyo (Car ol i nian, ZDEMEhe wnyf Md@easwlle alsohapa r a t
cremation scattering garden at Glenwood Memorial Park. For a minimal fee of $150, the town
will display the deceasedbdbds name on a scrol
provide a layer of mulchwer the scattered cremains. Cremation gardens are increasing in
popularity as cremation rates rise because these gardens allow families to scatter the cremains of
their loved ones and still have a memorial to visit.

Estimate information provided by the &@totte Cemetery Section immgtes that the cost to install
a cremation garden in Evergreen Cemetery is $087Projected revenue for thigrden is
estimated at $1,593,000 over a 10 year pefiibés in an area where Charlotte has the
opportunity to bean innovative leader in the cemetery industry, offering cremation gardens
before it is standard practice.

i




City of Charlotte Cemetery Section: An Operations Analysis
|

Plot Development Planning

The City of Charlotte does not currently have a master plan for the development of future plots

in their public cemeries. Plot development is most crucial for cemeteries with limited burial
space for future needs because planning for plot development helps to ensure that public
cemetery land is being utilized to its highest potential. The MPA team has the following
recommendation:

Recommendatiorb: Charlotte shouldreate a land use plan for plot development in the
three active cemeteries.

Examining the importance of planning for plot development without regard to space constraints

is difficult; most cemeterieitiate land use planning because they are running out of available

land to develop, and either do not have the funds or the space to expand. These cemeteries turn fo

alternative options, such as installing a columbarium or mausoleum in their cemetprizgade

more burial space without occupying as much land (Capels & Senville, 2006). However, these

solutions may be unnecessarily costly for Charlotte given the large amount of available and
undeveloped land iits publiccemeteries.

Al t hough there is not an i mmediate need f
could benefit from implementing a plan for plot development. A land use plan would allow
Charlotte to identify plots availabte selland identify locations forutureservicessuch as
cremation gardens and land for green burtasart land use plannirgpuldalso enable

Charlotte cemeteries to offer green spaces for the public to enjoy (Capels & Senville, 2006),
opening up greater opportunities for tours, eveard, community involvement within the
cemeteries.

Approximately 940 burial plots can be accommodated by one acre of land (Coutts & Chapin,

2011). When plots are not properly planned, as much as 25% of land often becomes unusable,
either because of pltayout or the installation of roads, walkways, and other features that do not

compliment the plot design. Additionally, green burials require more space for the
decomposition process (Coutts et al., 2011). If Charlotte is to accommodate requests for this
emerging trend in the future, it will need to provide more land than is typical for a traditional
burial, making planning even more importdrdand use planning in Charlotte cemeteries is
essential to maximizéné use of available space anid the shoriges in available land that
many municipalities are experiencing today.

or
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GIS Mapping

An emerging characteristic of many cityvned cemeteries is the presence of geographic
information system (GIS) mapping. BDeéne City
magped using GIS technologWith the presence of a GIS map on cemetery websites, families
couldeasily identify and view where their loved ones have been buried. The MPA team has the
following recommendation:

RecommendatiorY: Charlotte shouléxplore GIS mapping.

Many of the benchmark cities have either implemented GIS mapping or are planning to in the
near future. This mapping system can help to provide a better customer experience for
individuals wishing to locate burial sites, and it canused as an internal tool for better
recordkeeping. Several benchmark cities use GIS in conjunction with other tools such as Google
Maps and interactive websites.

Norfolk implemented GIS technology in its cemeteries in 2000 and currently uses thedagghnol
to allow people to pinpoint the burial location of loved ones, view pictures of individuals, and
view photos of gravesites. Additionally, Asheville, Atlanta, Greenville, and Huntsville have
interactive search tools available on their website that wotknjunction with GIS mapping
systems for a better overall customer experience.

Two of the benchmark cities have implemented GIS technology, but they do not have an
interactive website to accompany it. Winst®alem allows visitors to access the GISords in

the cemetery office; however, they do not make that information available to the public online.
Orlando uses GIS technology to map their cemeteries4oouise use, but prohibits public

access due to confidentiality concerns.

Many of the other bechmark cities indicated an interest in adopting GIS technology or stated
they are in the process of completing a ®&#ated project. Austin, Durham, Greensboro,

Raleigh, and Savannah are all in the process of adopting GIS technology. Most of these cities
hope to have their GIS projects completed within the next few years. Only two of the benchmark
cities, Morganton and Richmond, indicated they do not have GIS technology and did not indicate
whether or not they were interested in adopting GIS in the future

Undertaking a GIS mapping project for cemeteries can be costly and time consuaténgjy,Rn
conjunction with Raleigh City Cemeteries Preservation, began examining GIS for their
cemeteries in 2008, electing to adopt GIS in project phases.tAs tll of 2015, the project is

still incomplete and they are seeking additional funding for project completion. Durham, which
reported a $10,000 investment in GIS technology, is several months into their project and hopes
it will be available to the puld in early 2016. Austin is six months into a two year GIS mapping
project, while Savannah is examining their options for technology purchase and hopes to have it
publicly available by the end of 2016.
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Charl otteds Cemetery Sapoectdigitizeacemeterg ee@mmsahdy un d

has indicated an interest in GIS technology. This project could likely be compldtedsa by
Charlotte staff, as many GIS analysts are employed in the Engineering and Property
Management Department, which aleoludes the Landscape Management Division where the
cemetery staff is organizationally located. The Cemetery Section could implement GIS mapping
with little capital investment, either through the use of existing staff expertise or through
partnerships wit local higher education institutions that could provide student intermussist in
completing a GIS project

Contracting Out Cemetery Services

Public cemeteries often contract out services that they lack the expertise and/or staff to provide
in-house Charlotte currently performs the opening and closing of graves in its cemeteries and
contracts out the landscaping maintenance. The MPA team has the following recommendation:

RecommendatiorB: Charlotte should periodically review contracts and consad=rst

assessment in the future i f staff tur
utilization of contracting out services versus keeping serviechsuse is operationally
efficient.

Charl otteds practi ce dicfies. Bossof therchmark ditiasteitherf  t
perform themajority of the work irhouse, contract out all services, or contthetopening and
closing of graves while performing their own landscaping work. North Carolina benchmarks,
including Durham, Greestboro, Morganton, Raleigh, and WinstSBalem, do not contract out

any typical services pertaining to theemeteries. Asheville contracts out for the opening and
closing of graves, and Raleigh contracts only for headstone repair because a highly skilled
worker is needed to perform this ta3kable 11 lists the benchmarks cities and their specific
utilization of contractors for providing services.

h e
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Table 11- Benchmark Cities: Contracting Services

Asheville X

Atlanta X
Austin X

Charlotte X

Durham X
Fairfax X

Greensboro X
Greenville X

Huntsville X

Jacksonville X X

Morganton X
Norfolk X

Orlando X X

Raleigh X
Richmond X
Savannah X X

WinstonSalem X

Fairfax, Jacksonville, Orlando, and Savannah are the only four benchmark cities that contract out

landscaping services. The remaining benchmark cities perform their own landscaping services.
Fairfax has only one cemetery employee, therefore creating édeémeontract out services or

add several additional staff members. Orlahds ondargepublic cemeteryits landscaping is
contracted out and staff time is utilized for operations and management. Savannah has mostly
historic cemeteries encompassingro®@0 acres of cemetery land, creating a need to contract
out landscaping services due to the sheer size of the municipal cemetery property.

Charl otteds Cemetery Section currently perf

practice provides a tieble source of revenue, as Charlotte has employees that are highly skilled
at performing this task. Many of the benchmark cities contract out this service. For example,
Asheville and Orlando contract the opening and closing of graves because it is shore co
effective for them, while Huntsville and Austin do so because they lack the experience or
equipment to perform the service. It is currently cost effective for Charlotte to perform this
service inhouse as the investment in equipment and human capéatiglexists
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Indigent and Unclaimed Burial Practices

While there is no legal classification for what constitutesdigent burial in practice, it is a

burialin which the next of kin to the deceased are unabégford proper burial services.

According to North Carolina General Stat@®)A-415,unclaimed bodies are those that have no
next of kinor any other person who may wish to claim the body for final dispositiaddition,
unclaimed bodies may be those thatsangendered by the neat kin because of insufficient

funds to provide burial services. Although these definitions overlap, the unclaimed status gives
more freedom to the governing body with jurisdiction to dispose ofdtg im the most efficient
way.

On average hie City ofCharlotte buries 50 indigent remains per yearh o wever , t hi s
projections has the Cemetery Section on pace to bury 83 indigent reBtabtedaw provides
information on the cremation and disposal of unclaimed remains (10A NCAC 44. 0401). The
chiefmedical examiner (CME) of the county in which the death occurred first determines if the
death is under their jurisdiction. Ifitisnoteth r e mai ns are transferred
Department of Social Servigeshich becomes financially responsible the disposition of the

remai ns i f nNo next of kin can be | ocated. T h

because next of kin cannot be located or the next of kin cannot provide burial or cremation
services and releases the body to the state foositgm.

Policy and Responsibility for Indigent and Unclaimed Remains

I n Charlotte, the county medi cal otangpersoner 0s
determined to be wuncl ai medktermihes the deah wasendti ¢ a |
suspicious, the remains are then transferred to the Department of Social Services, who will then
attempt to locate next of kin. The next of kin may elect to surrender the remains to the medical
examiner for disposition, butely give up all legal rights to the remains. In these cases, the
countybés DSS will designate a | ocal funer al
indigent burial. If no next of kin can be located, the unclaimed remains may be sent to one of two
stae agencies for medical examination or research purposes, such as the medical school at UNC
Chapel Hil or MEDIC, or disposed of in the same manner as indigent remains.

State law and/lecklenburg County Department of Social Servid@S$ standard operatg
procedures (refer to the | egal <citations in
care for indigent or unclaimed remains, and the current process involves utilizing various funeral
homes and a crenmy to process the remainB.SS b authorizedo pay up to $400 per burial

for persons 11 years of age and older, and $360 for cremation of anyone 10 years and older.
Although Charlotte is not legally responsible for the burial of indigent or unclaimed remains,
theyaccept any remains prioled byDSS.

Persons with next of kin who cannot afford burial services can also be assisted in Charlotte by
theDSS or through the Catholic Charities Diocese of Charlotte (CCDOC) to help pay for the
burial. When DSS or CCDOC has unclaimed or indigent remains, a local funeral home or
crematory is paid to handle the remains and the City is contacted to provide dnwicds

When this occurs, the CCDOC provides $100 to the City of Charlotte for indigent infant burials
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and $300 for indigent adult burials, and DSS provides $300 per bithi@aMPA team has the
following recommendation:

Recommendatio®: TheCemetey Secti on should consul
office, Mecklenburg County, and other key stakeholders to evaluate the implementati
state law and the current process for unclaimed and indigent remains to ensure full pay
services and dispal of remains by the responsible governing body.

The benchmark cities examined in this report do not typically bear the cost of disposing
unclaimed or indigent remains. In Asheville, the county is responsible for indigent remains and
pays the city fothe burial costs. Raleigh advises family members seeking assistance with burials
to contact the county as they will provide the burial in the city cemetery, but do not cover the
associated costs. Winst&@alem does not provide assistance for indigent Iswaiad refers

individuals to local funeral homes for financial assistance, and Morganton stated they were not
responsible for indigent burials either. The only benchmarked city in North Carolina that bore
the costs for indigent burials was Greensboro arttlis case the city and county split the costs
evenly.

It appears that Charlotte does not currently practice what is described in the state administrative
laws related to unclaimed remains or indigent burials in terms of who is responsible for payment
and who is responsible for those remains.

Indigent and Unclaimed Remains

The current practice in the City of Charlotte is to hadigent remains in Oaklawn Cemetery,

which is running out of space set asidetfos type ofburial. These burials are ledr unclaimed

or indigent, and are referred by t@€DOCorDSS.For t hose under the co
DSS is ultimately responsible for making the decision of whether an unclainretigant

person will becremated, taking into account religious dawhily considerations. If an indigent

person is a veteran, there ipravatecemetery located iMecklenburg ©@unty that will pay for

hi s/ her cremati on andcemeteryinSalisbarg, NThebRAtdam t he
has the followingecommendation:

Recommendation @ Charlotte should implement a policy to have indigent and unclaim
remains cremated when possible, should they remain the responsible party for these r

TheCemetery Sectionansave money anspaceby acceping cremated indigentemains

instead of providing traditional burial. Cremations are less expensive, and would require less
space and lonrterm maintenance in public cemeteriéstually all of the benchmark cities
cremate their indigememainsWhenthe MPA team interviewed the three Charlotte public

u
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officials, they were asked their thoughts on community sentiment regarding cremation versus
traditional burial of indigent remains. Deputy City Manager Ron Kimble emphasized there
should be a choice betese cremation and burial options for persons with next of kin, and he
noted that public sentiment may need to change. City Councilwoman Patsy Kinsey indicated a
favorable view of cremation as an option, but also stated that families of indigents showd have
choice between traditional burial and cremation.

Although specific public opinion on indigent cremations is uncertain, the MPA team found that
no negative opinions seemed to exist in the benchmark cities that chose to cremate indigents and
unclaimed bdies. Winstor6al em began cremating their indi
cost savings measure and indicated there was no strong public sentiment against implementing
this policy. Asheville cremates their indigents due to space concerns in theteces.
Greensboro offers the option of cremation o
Raleigh, Durham, and Morganton are not responsible for the indigent burials in their respective
towns, and therefore do not have a policy in place toess this issue.

Outside of North Carolina, cremations for indigent remains are popular as well. Jacksonville
began cremating indigents in 2005 due to the rising cost of traditional burials. Greenville and
Orlando cremate all indigent remains as a matt@olicy. Virginia was theonly locationwhere
indigent cremation waa topic ofdeliberation Fairfax offers cremation as an option but it is not
a requirement, and Richmond buries their indigents but cremates unclaimed remains. It is
important to noteéhat Fairfax has strict criteria for determining indigent status and has not
performed an indigent burial in nine years, and in Richmond the county is responsible for
indigent burials so the cemetery staff is not aware of public opinion or policy ontecrgma
indigents.

The benchmarking research suggests that no cities have received criticism for cremating indigent
or unclaimed remains. In fact, most other large jurisdictions in North Carolina are cremating

their indigent population already. This woule & new area for Charlotte to explore, so public
opinion should be a factor for City leaders to consider, although an unfavorable opinion is
unlikely based on events that have taken place in other cities involving cremating indigent and
unclaimed remains.

Determining Indigent Burial Status

TheCity of Charlotte does not currently have a working definition for what it considers to be an
indigent burial The City buries all indigent remains referred to them by CCDOC and IDSS.
2014, the City buried 54 indigeahd unclaimegersonsThe MPA team has the following
recommendation:

Recommendation I Charlotte should clearly define what it means to be indigent and ci
guidelines on accepting indigent burials if threynain financially responsible for these cas
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While Charlotte does not have a working definition of an indigent person, several of the
benchmark cities do. Based on a variety of definitions, the MPA team concluded that an indigent
burial is for a pemsn whose family cannot afford to pay for a burial, and the deceased did not
leave any assets or a life insurance policy to the family that could be used to offset burial costs.
Often confused, but notably different, an unclaimed indigent burial is a @egeason who has

no next of kin and did not have any assets or a life insurance policy. Although legal definitions
exist for unclaimed persons, there is no specific legal definition for what constitutes a burial to
be indigent.

Benchmark cities develodgrocesssfor handling indigent burials based on their definition of
indigent.Fairfax reviews applications for indigent burial status on a case by case basis.
According to their cemetery staff, they have not provided a free burial in the last nineoyars
they do provide reduced costs to families that can demonstrate financial hardship. Similarly,
Austin providesburial services at a discounted rate of-timied of the full cost for indigent

burials. In Atlanta, indigent buriakre the responsibilitgf Fulton Gunty. The cemetery staff
examines a familybés finances to determine i
full if it is determined indigent status is met. However, Atlanta is unique in that the county
contracts with private ceeteries in the area to bury their indigent as the city only manages one
historic cemetery. Jacksonville requires that individuals meet the federal poverty guidelines
before providing an indigent burial. The cemetery departments of Norfolk and Richmantl do
have criteria for indigent burials because the full cost is absorbed by the county or another entity.

Creating guidelinefor families to claim indigent status would ease the burden of the City paying
for these services at full cost. For examghese guidelinesould involve a sliding scale by

which families are provided with a percentage of assistance in paying for the burial. Families
would be asked to provide income information, such as a tax return or bank account statements,
to determine thieindigent status. Based on their financial information, a family may be required
to pay all of the burial cost, fifty percent, twetitye percent, or another figure based on the

policy adopted by the City. Therefore, a family with a financial need mbybe required to pay

a portion of the burial cost with the City taking responsibility for the rest, easing the financial
burden placed on the City. If a family is still unable to pay the angpetified in the

guidelines they could then seek assistafroen a local nonprofit or charitable organization to

help cover the unmet expenses. Additionally, the Cemetery Section could stop accepting the
$300 paymet currently being offered bSS and require that full cost of the services be paid.
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Community Involvement

In order to garner community support and generate positive sentiment for municipal cemeteries,
citizens have to be aware of their existence and their purpose. The best way to gain community
support is to engage constituents in cemetery opagtwhich allows them to feel invested in
thecemeteriesind their maintenance.

Community Partnerships

Charlotte currently does not partner or collaborate with any organigatids cemetery

operations. Partnering with a nonprofit or other community organization could significantly help
in building community support for cemeteries, generating revenue, and funding restoration
projects. The MPA team has the following recommendat

Recommendation Z: Charlotte should p poi nt a ci ti zends ad\
operations with the intention of garnering community support of municipal cemeteries
guiding the creation of a nonprofit organization or friends gfoujuture partnership.

Among the city officials interviewed in the benchmark cities, nearly half of them described a
collaboration with a nonprofit organization, friends group, or advisory board that assists with the
operation of t Ewnteough gaghsof tlhegergeupis siightly different, their
partnerships with municipal cemeteries are deemed invaluable.

The city of Norfolk has an ideal partnership with the Norfolk Society for Cemetery

Conservation. The community nonprofit was inargied as a 501(c)3 in 2013 as a result of an
expressed community interest to restore the
preserve, protect, and promote Norfol kds ci
public educationrad the creation of a sense of pride throughout the aomtyn The cemetery
manager in Norfolk acknowledges what an important role this nonprofit plays, noting that
cemetery management would be a liability for the city in the future without its efforts.

In Greenville, the two existing historical cemeteries are maintained through a combination of
general city funds and efforts from the Friends of Richland Cemetery and the Friends of
Springwood Cemetery. The friends groups raise funds for items that arensimtezed typical
maintenance. They are currently fundraising to purchase a new entrance gate for one of the
cemeteries, and much of the money they raise is spent on restoring grave markers that are in pog
condition. The Friends of Springwood Cemetery entlly oversee about 10,000 markers on 18
acres of |l and. The Friendsdé partnership wit
efforts, which exceeds $700,000 for both cemeteries.

The city of Atlanta partners with the Oakland Historic Fouiotaa 501(c)3 organization that
was formed to boost economic development efforts in the neighborhood surrounding the historic
cemetery. The Foundation garners community support by organizing over 400 events, tours, and
festivals each year. The revenuag@ated from these events along with grants that support
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historic preservation, arts and culture, and education help to fund the organization. The
Foundation has been crucial to increasing community support by marketing the cemetery as a
city landmark andare green space in an urban area.

Slightly less common among the cities we interviewed are citizen advisory boards. Citizen
advisory boards are an important part of many local governments, engaging citizens in the
democratic process (Municipal Reseaacil Services Center, 2008). The intent is to give
individuals with a widerange of viewpoints the opportunity to be heard and play an active role

in government. Raleigh is the only city of those interviewed that has a citizen advisory board. In
September @08, the Raleigh City Council accepted a strategic plan for cemetery management
that was created with the aid of a consultant. Concurrently, the City Council authorized the
establishment of a stakeholder group to assist with the implementation of th&hpsan.

stakeholder group created a set of bylaws, which the City Council approved, and was thereafter
known as the City of Raleigh Historic Cemeteries Advisory Board (CORHCAB). CORHCAB is
responsible for establishing an annual work plan and developinggetfod city cemetery
improvements. They work in collaboration with an established nonprofit, Raleigh City
Cemeteries Preservation, Inc., to oversee volunteer activities and to guide restoration efforts and
fundraising campaigns. Table $2h o ws C O R B1&-20B58Verk Ran.
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Table 12 City of Raleigh Historic Cemeteries Advisory Bbard Work Plan (March 2014-15)

The City of Raleigh Historic Cemeteries Advisory Board presents its annual work plan forlBYWork plan
items are directly linkedto ec o mmendati ons from the Chicora Ref
work priorities.

Goal #1: Develop a Policy and Maintenance Manual f
cemetery propertiegPriority: High)

Task1: Develop a Policy and Maintenance Manual for daily operations.

Goal #2 To continue inventory and stabilization efforts within City Cemet@yiority: Medium)
Task 1:Future work items to be identified.

Goal #3 To preserve and protect unsecuretnis located in City CemeterPriority: Medium)
Task 1 The Board will develop a protocol for the collection, inventory, and storage of unsecured i

Goal #4 To research and develop a Volunteer Cemetery Program Watch for City Celfittierity -Medium)

Task 1 The Board will work with the Parks and Recreation Resource Development Manager to d
this program.

Task 2 The Board will request the Raleigh Police Department to provide routine police patrols in
three cemeteries splemented by the Community Watch program at City Cemetery.

Goal #5 Update and expand marketing and public education ef{émigrity -Low)

Task 1 The Board will identify and utilize strategies to promote the historic cemeteries.
Example : Thddoar d will i mpl ement strategies i

Example 2: The Board, in cooperation with Parks, Recreation and Cultural Resources st
promote cemeteries as a component of th

Goal #6 To develp landscape plans and site amenities plan for the three historic cemeteries to address t
replacement, screening, and general beautification utilizing historically appropriate siaesy: High)

Task 1 The Board will work with City staff to delop and implement landscape plans for all three
cemeteries.
Goal #7. Consider Local Designation for City Cemetery and Mt. Hope Cemétnigrity: High)

Task 1 Review implications to operation, maintenance and management oftaaseteries.

Task?2: Explore and confirm potential use of programmatic Certificate of Appropriateness

The creation of the cemetery support groups varied across cities. In places like Savannah and
Richmond, cemetery supporters created cemetery support organizatiumg any expressed

need from the cities. In other cities, local government guided the creation of nonprofit
organizations, friends groups, and citizen advisory boards.

Currently, there are no existing cemetery support organizations for Charlottenter path. The
need for a community organization to support the local public cemeteries in Charlotte is great.

Using Raleigh as an example, the Charlotte City Council should appoint interested citizens to an

advisory board and ask the board to write bylaWrsce approved, the advisory board would
work with the Charlotte Cemetery Section to create a strategic plan and an annual work plan.

The advisory board could be used to organize and oversee tours and events on cemetery ground
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to promote the preservatiar historic cemeteries, to educate members of the community on the
history of city cemeteries, and to improve the overall public sentiment for municipal cemeteries.

Once the community is invested in theesprese
the citizen advisory board would cultivate interest in and oversee the creation of a nonprofit
organization or a friends group that would organize volunteer activities, assist with maintenance,
and organize fundraisers to subsidize the cost of restonathistoric cemeteries. This

incremental process of creating cemetery support groups for collaboration will assist with
operational costs and community involvement.

Tours and Events

One seemingly popular way for cities to engage the communitymuitiicipal cemeteries is to

host a variety of tours and events. Charlotte municipal cemeteries do not offer tours and events,
though there are private groups that lead tours through the historic cemeteries. Providing tours
and events could increase reveane help build community support for public cemeteries. The
MPA team has the following recommendation:

Recommendation 3: Charlotte shouldhost tours and events in its cemeteries with the int
of engaging and educating community members to builtisesef pride in City cemeteries

Eleven out ofL6 benchmark citiehost some combination of tours and events within their
municipal cemeteries. City officials in benchmark cities reported activities that range from
historic educational tours and ghost tours to Easter egg hunts and Day of the Dead celebrations.

The DurhantCemetery Department partners with local nonprofits to host schools and students
for cemetery tours. Even though the city is playing host to these groups, the instructors from the
schools are responsible for guiding the tours. Additionally, their deparatiews local groups

to organize a plethora of Memorial Day events on cemetery grounds. Both the tours and the
events have proven to be valuable for Durham because they prowsite engagement
opportunities for community members who would not otherwiisi¢ the cemeteries.

Atl antads historic cemetery offers a wide v
and businesses, concerts, candlelight dinne
picnicso that c e lringowhiehtthe cetétesy wasicmeated. ¥ leemricesdor d u
these events vary, though the events are a large revenue driver for the cemetery. The Executive
Director of the historic foundation that organizes the events credits them with educating the
public abouthe importance of the cemetery and instilling a sense of pride in citizens around the
history of the city.

The Norfolk cemeteries offer the greatest variety of tours and events. Included in the list of
yearly activities is an Easter egg hunt, a Cemetempespghotography exhibit, a Twilight 5K,

multiple volunteer days, and a variety of themed tours through the cemetery. Most of these
activities are offered free of charge to the public, with the exception of the entry fee for the
Twilight 5K. The cemetery mager believes that the greatest return on investment for these
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activities is the community involvement and education that has created a great sense of pride in
the cityowned cemeteries.

While tours and events are a great way to educate the communitycebweteries and their
history, it is important to note that the majority of these activities do not generate revenue. In
Orlando, the Greenwood Cemetery holds moonlight walking tours once per month, free of
charge. Employees of the cemetery volunteer tivag to serve as tour guides, leading groups of
60-70 individuals through the 168cre cemetery. The tour guides offer history lessons on some
of the notable individuals buried within the cemetery throughout theisrfaler stroll.

Some of the city offi@als interviewed expressed concerns regarding the community sentiment

that surrounds hosting tours and events within the cemeteries. Some citizens feel that these
activities are inappropriate and disrespectful of the deceased and sanctity of the grounds. In
Norfolk, for example, there was some negative media coverage in response to citizen outcry
surrounding the Easter egg hunts in the cemeteries. Despite some pushback, Norfolk cemeteries
continue to host Easter egg hunts with the hope that citizens wdrstadd that the intent is to

create a sense of respect and pride in regards to municipal cemeteries.

Most of the cities that are currently hosting tours and events in their cemeteries report having
positive responsgrom ther communites | n O rréeawoaddCénseter@s the monthly
moonlight walking tours fill to capacity within minutes of the tickets becoming available. In
addition, Greenwood Cemetery has three ghost tours a year that are hosted by a contracted
company that always sedut. Increasedommunity involvement and enthusiasm around

municipal cemeteries is not the only benefit Orlando has reaped from these nighttime tours. The
community has also benefitted from a decrease in trespassing and vandalism in the cemeteries,
presumably because tieas an outlet for those seeking the thrill of being in a cemetery at
nighttime.

Collectively, the interview responses indicate that hosting tours and events in municipal
cemeteries increasesmmunity awareness, education, and engagement. These activities attract
citizens to the cemeteries that would not otherwise visit them, creating an opportunity for the
Cemetery Section to demonstrate the importance of their work and to appeal to |dfotentia
consumers of their services.
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Marketing

In order for public cemeteries to serve their purpose, citizens need to be informed about the
services they offer. City Councilwoman Patsy Kinsey indicated in speaking with the MPA team
that she is unsarif most Charlotte citizens even know that the public cemeteries exist.
Marketingthe services of the cemeteries will be key to gathering community support and
educating citizens about public burial options, whitdty generate additional revenues for the
Cemetery Section and provide opportunities for expansion in the services provided and events
held by Charlotte cemeteries.

Products and Services on the Cemetery Sectd.i

Charlotte currently hosts a City Cenmt©perations & Maintenance website as a part of the
Landscape Management 0s webpage. Relevant 1in
plots, contact information, and frequently asked questions is provided. There is also a link that
shows cemetery pildees, which differentiates between the pricing for adult and child spaces.
Charl otteds cemetery website provides mor e
websites. Ho we v er thepotbntial t€hetaryeden greaebnsaiketow tvitha s

a few enhancements. Features included on be
website include listings and locations of notable city residents buried within municipally owned
cemeteries, a photo gallery of the cemeteries, intesgsisffor preneed sales, special services
offered for veterans, and testimonials regarding the quality of service residents have received.
The MPA team has the following recommendation:

Recommendation 14Charlotte should promote the products and ses/the Cemetery
Section offers on its website and provide listings and locations of notable City reside
buried within municipally owned cemeteries, a photo gallery of the cemeteries, interest
for preneed sales, special services offered for agigrand testimonials regarding the qua
of service residents have received.

In 2013, the US Census Bureau reported that 78.1% of all households reported having Internet
access at home (File & Ryan, 2014). That percentage increased from 54.7% wwi#2603yas

the first time the Census Bureau asked about Internet usage. With a large portion of the
population using the Internet on a daily basis, it is becoming increasingly important for
organizations to have a strong web presence to promote theicig@ha services. This applies

to the public sector as well; consumers need astoe shop for information that is easy to
navigate and aesthetically pleasing.

All of the benchmarlcities have some kind of web presence; however, the quality of the

websites, the information provided, and the ease of navigation varied significantly. Fairfax had
one of the most usdriendly websites, offering a cemetery webpage that is relatively easy to
locate and offers useful information for someone planning to visitaimet®ry or make burial
arrangements at the cemetery. Fairfaxo6s cem
fee schedule for city residents and feity residents, and a bulleted list of cemetery regulations.

It also offers links to a cemetenyap, cemetery history, and a comprehensive list of confederate
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veterans buried within the cemetery. Ral ei g
exemplary website. This site offers helpful information such as burial records, cremation
memorials,andadit of events and out r ea-dhougherhances s . F

their website for it allows virtual visitors to tour the grounds using Google Street View via
Google Maps.

One of the Cemetery Sectionbds gwmméadthea s t o e
cemeteries and the available services. The City should utilize their website to advertise services
and upcoming events. In anticipation of more website traffic, the website could be improved by
utilizing a larger font, clearer links, and afiloinal action buttons.

Pre-Need Sales

Preneed sales can serve as a key revenue driver for municipal cemeteries, especially when
considering the increased demand for cemetery services as the Baby Boomer generation ages.
There are currently 47.8 million altis aged 65 and older in the world, and that number is
expected to reach 56 million by 2020 (Petrillo, 2015). These individuals are an important
external driver of the industry because th
advance, thereby hetpig i ndustry revenueo (Petrillo, 2
pre-sales for family plots, but the cemeteries do not actively promoteqee sales to the

general population. Changing this policy and advertisinghpegisales will generatmore

revenue The MPA team has the following recommendation:

e
0

Recommendation 15Charlotte should market preeed sales to City residents and implem
a strict buyback/transfer policy similar to that of Orlando.

According to the Holy Cross Catholic @etery (2015), when people make burial arrangements

in advance, they are eliminating the need for family members to make tough decisions during a
time of grief and stress. Proactively purchasing burial plots demonstrates thoughtful planning
and relieves sue of the burden that comes with making funeral arrangements. Consumers
benefit from preneed sales because they have the opportunity to select their preferred burial
location, and they receive peace of mind knowing that these arrangements have bemard¢aken

of in advance. Likewise, cemetery managers benefit frormged sales becauseygenerate
revenue in an uncertain, changing market.

The cities of Greensboro and Orlando both offern@ed plot sales. In Greensboro, customers
may pay for the costfahe plot in full at the time of purchase, or choose to spread payments out
over 1224 months. Orlando offers a slightly different payment structure. At the time of
purchase, customers can pay in full, they can put 10% down and pay the balance widlys 60 d
at 0% interest, or they can put down 10% and pay the balance over 12 months at 12% interest.

With the understanding that offering pmeed sales could present challenges associated with plot
buybacks or transfers, Greensboro and Orlando demonstifatenlifways to handle these

situations. In Greensboro, transferring a plot purchasedegwd requires that the owner of the

plot go to the cemetery office with original documentation of purchase to request a deed transfer.
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Once the deed transfer is notad, the new plot owner records the transfer with the Register of
Deeds, who then notifies the cemetery depar
stipulations in Orlando are a little more complex. A plot owner is permitted to sell or transfer a
spaceo a relative (by blood or by marriage), but all sretative sales and transfers must have
City Council approval. In a situation where a fretative plot sale or transfer is not approved by
the City Council, the owner must submit an offer in writingtfa city of Orlando to buy the

plot back at the original purchase price or at-bak of the current selling price, depending on
which total is greater. Should the city decline the offer to purchase the plot, the owner may sell
the space to any purchasdth the endorsement of the city.

Since the future of traditional burials is uncertain, with projections of dramatic desosase
the next 1615 years (NFDA, 2015), the City should actively promoten@ed plot sales.
Charlotte should specifically market pneed sales to City residents over the age of 65 and
model the buyback/transfer policy after that of Orlanidos policywould allow Charlotte the
right of first refusal to purchase the plot back from the owner at no less than the cost of the
original purchase.
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Summary and Conclusion

The MPA team gathered data and information from benchmark municipalitiessautmeastern
United States, performed research on trends and practices, and interviewed local City leaders in
an effort to assess Charlottebs Cemetery Se
identified which formed recommendations for Charlottertprove policies and procedures to
ensure effective and efficient cemetery management.

Overall, the MPA team discovered that Charlotte is managing its cemetery operations well, and
areas for improvement were primarily identified in relation to emergergls rather than the
Cityébs current operations. A financial anal
funds were being spent appropriately and steps have recently been taken to improve operating
costs and revenue. Though cemetery opersiimiCharlotte are quite solid, the MPA team made
fifteen recommendations based on research of best praaticttser municipal cemeterieA.list

of those recommendations is below:

Evaluate schedule of fees annually

Increase fee associated wiltetperpetual care fund
Consider selling customizable products

Be aware of the rising trend in green burials

Explore installation of a cremation garden

Create a land use plan for plot development

Examine GIS mapping implementation project
Conduct periodic cost analysis of contracting services
Evaluate local policy for unclaimed remains

Cremate unclaimed remains

Set crteria for determining indigerdurial status
Appoint a citizends advisory group
Regularly host tours arelents in the cemeteries
Update website to create stronger web presence
Market preneed plot sales to residents
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The recommendations provided in this report can serve to enhance existing or create new
services provided by Charlottebés Cemetery S
Section on efficiently and effectively operating public cemeteries for Charlbtens.
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Atlana; Sari Card, Administrative Assistant, Auburn, AlabanRatricia Jacobson City of
Austin Parks and Recreation Departm@&dyid Moore, Executive Director, Historic Oakland
FoundationCedar Glasgow Cemetery Administrator, City of Durham Cemeteries Division;
Dru Delong; Cemetery Attendant, City of Fairfa@livia Byrd , Administrative Support
Specialist Municipal Cemeteries, City of Greensbh@rale Westermeier Parks and Grounds
Administrator, Greenville, South Carolin&oy Rodriquez, Senior Maintenance, Cemetery
Golden, ColoradoBecky Jones Administrative Assistant, Huntsville, Alabamkel

McEachin, City PlanneiSupervisor, Jacksonville Planning and Development Department;
Susan Boston Supervisor, Jacksonville Indigent Crematiurial ProgramSally Sandy, City
Manager, City of MorgantorSteve Mills, Cemetery and Grous&uperintendent, City of
Morganton;Ted Dudley, Bureau Manager, City of Norfolk Bureau of Cemeterizsn Price,
Sexton, City of Orlanddpanny Morgan, CemetengSupervisor. City of Raleigh Parks Division;
Christy Cornell, Senior Staff Analyst, City of Raleigh Parks Divisidane Thurman,
President, Raleigh City Cemeteries Preservaiidiiiam Newcomb, Cenetery Administrator,
City of Richmond;Richard Gerbasi, Cemetery Alministrator, City of Savannah, agdotty
Speas Cemetery Supervisor, Winston Salem Cemetery Administration.
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Appendices
Appendix A: Excerpts of Laws, Ordinances and Regulations Pertinent to Project

1. North Carolina General Statutes

10ANCAC 44 .0401 UNCLAIMED BODIES

The chief medical examiner shall retain charge or control of an unclaimed body for a period of
ten days. During this period, reasonable effort shall be made to locate relatives of the decedent.
After the search for relatigenas been completed and the required ten day period has passed,
each unclaimed body shall be disposed of by cremation. The ashes shall be retained in the
control of the chief medical examiner for a period of three years. During this time appropriate
family members of the decedent may claim and receive the ashes. At the end of the three years
any unclaimed ashes shall be disposed of in an appropriate manner.

8 130A415. Unclaimed bodies; bodies claimed by the Lifeguardianship Council of the
Association forRetarded Citizens of North Carolina; disposition.

(a) Any person, including officers, employees and agents of the State or of any unit of local
government in the State, undertakers doing business within the State, hospitals, nursing homes ¢
other instituions, having physical possession of a dead body shall make reasonable efforts to
contact relatives of the deceased or other persons who may wish to claim the body for final
disposition. If the body remains unclaimed for final disposition for 10 days,dis®m having
possession shall notify the Commission of Anatomy. Upon request of the Commission of
Anatomy, the person having possession shall deliver the dead body to the Commission of
Anatomy at a time and place specified by the Commission of Anatomyadlr germit the
Commission of Anatomy to take and remove the body.

(b) All dead bodies not claimed for final disposition within 10 days of the decedent's death
may be received and delivered by the Commission of Anatomy pursuant to the authority
containedm G.S. 130A33.30 and this Part and in accordance with the rules of the Commission
of Anatomy. Upon receipt of a body by the Commission of Anatomy all interests in and rights to
the unclaimed dead body shall vest in the Commission of Anatomy. The ret¢gighich the
Commission of Anatomy delivers the body shall pay all expenses for the embalming and
delivery of the body, and for the reasonable expenses arising from efforts to notify relatives or
others.

(b1) The 16day period referenced in subsectionsgad (b) of this section may be shortened
by the county director of social services upon determination that a dead body will not be claimed
for final disposition within the 1@lay period.

(c) Should the Commission of Anatomy decline to receive a dead, oelyperson with
possession shall inform the director of social services of the county in which the body is located.
The director of social services of that county shall arrange for prompt final disposition of the
body, either by cremation or burial. Reaable costs of disposition and of efforts made to notify
relatives and others shall be considered funeral expenses and shall be paid in accordance wit
G.S. 28A196 and G.S. 28A19-8. If those expenses cannot be satisfied from the decedent's
estate, theghall be borne by the decedent's county of residence. If the deceased is not a residen
of this State, or if the county of residence is unknown, those expenses shall be borne by the
county in which the death occurred.
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§ 130A-383. Medical examiner jurigdtion.

€)) Upon the death of any person resulting from violence, poisoning, accident, suicide or
homicide; occurring suddenly when the deceased had been in apparent good health or when
unattended by a physician; occurring in a jail, prison, correaitiostitution or in police

custody; occurring in State facilities operated in accordance with Part 5 of Article 4 of Chapter
122C of the General Statutes; occurring pursuant to Article 19 of Chapter 15 of the General
Statutes; or occurring under any s@smiis, unusual or unnatural circumstance, the medical
examiner of the county in which the body of the deceased is found shall be notified by a
physician in attendance, hospital employee;émforcement officer, funeral home employee,
emergency medical thnician, relative or by any other person having suspicion of such a death.
No person shall disturb the body at the scene of such a death until authorized by the medical
examiner unless in the unavailability of the medical examiner it is determined lpptiop@ate

law enforcement agency that the presence of the body at the scene would risk the integrity of the
body or provide a hazard to the safety of others. For the limited purposes of this Part, expression
of opinion that death has occurred may be niada nurse, an emergency medical technician or
any other competent person in the absence of a physician.

(b)  The discovery of anatomical material suspected of being part of a human body shall be
reported to the medical examiner of the county in whehmaterial is found.

(c) Upon completion of the investigation and in accordance with the rules of the
Commission, the medical examiner shall release the body to the next of kin or other interested
person who will assume responsibility for final disgos. (1955, c. 972, s. 1; 1957, c. 1357, s.

1; 1963, c. 492, s. 4; 1967, c. 1154, s. 1; 1983, c. 891, s. 2; 1989, c. 353, s-13200.)

8 130A415. Unclaimed bodies; bodies claimed by the Lifeguardianshiouncil of the
Association for Retarded Citizens of North Carolina; disposition.

(a) Any person, including officers, employees and agents of the State or of any unit of local
government in the State, undertakers doing business within the State, hampitatgy homes or
other institutions, having physical possession of a dead body shall make reasonable efforts tg
contact relatives of the deceased or other persons who may wish to claim the body for final
disposition. If the body remains unclaimed for fidésposition for 10 days, the person having
possession shall notify the Commission of Anatomy. Upon request of the Commission of
Anatomy, the person having possession shall deliver the dead body to the Commission of
Anatomy at a time and place specifieg the Commission of Anatomy or shall permit the
Commission of Anatomy to take and remove the body.

(b) All dead bodies not claimed for final disposition within 10 days of the decedent's death
may be received and delivered by the Commission of Anatomy gnrdo the authority
contained in G.S. 13043.30 and this Part and in accordance with the rules of the Commission
of Anatomy. Upon receipt of a body by the Commission of Anatomy all interests in and rights to
the unclaimed dead body shall vest in the Cagssion of Anatomy. The recipient to which the
Commission of Anatomy delivers the body shall pay all expenses for the embalming and
delivery of the body, and for the reasonable expenses arising from efforts to notify relatives or
others.
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(b1) The 16day peiod referenced in subsections (a) and (b) of this section may be shortened
by the county director of social services upon determination that a dead body will not be claimed
for final disposition within the @ay period.

(c) Should the Commission of Anatgniecline to receive a dead body, the person with
possession shall inform the director of social services of the county in which the body is located.
The director of social services of that county shall arrange for prompt final disposition of the
body, eiher by cremation or burial. Reasonable costs of disposition and of efforts made to notify

relatives and others shall be considered funeral expenses and shall be paid in accordance with

G.S. 28A196 and G.S. 28A19-8. If those expenses cannot be satisfredn the decedent's
estate, they shall be borne by the decedent’'s county of residence. If the deceased is not a reside
of this State, or if the county of residence is unknown, those expenses shall be borne by the
county in which the death occurred.

8§ 160A-341. Authority to establish and operate cemeteries.

A city shall have authority to establish, operate, and maintain cemeteries either inside or
outside its corporate limits, may acquire and hold real and personal property for cemetery
purposes by gif purchase, or (for real property) by exercise of the power of eminent domain,
may devote any property owned by the city to use as a cemetery, may prohibit burials at any
place within the city other than city cemeteries, and may regulate the mannerabfirbaity
cemeteries. Nothing in this section shall confer upon any city authority to prohibit or regulate
burials in cemeteries licensed by the State Burial Association Commissioner, or in church
cemeteries.

As used in this Article "cemetery" includeslembariums and facilities for cremation. (1917,

c. 136, subch. 5, s. 1; 1919, cc. 136, 237; C.S., s. 2787; 1969, c. 402; 1971, c. 698, s. 1.)

8 160A-346. Authority to condemn easements for perpetual care.
A city shall have authority to acquire an easeirfor perpetual care by gift, grant, purchase,

or exercise of the power of eminent domain in any cemetery, graveyard, or burial place within
the city. When a perpetual care easement is acquired under this section, all city ordinances
concerning the carand upkeep of city cemeteries shall be applicable to the cemetery, and the
income from city perpetual care trust funds may be used to care for and maintain the cemetery.
This section shall not apply to a cemetery licensed by the North Carolina State Burial
Association Commissioner or to property owned or controlled by any church or religious
organization unless the owner of the property consents to the acquisition. (1951, c. 385, s. 2;
1971, c. 698, s. 1.)

8 160A-347. Perpetual care trust funds.

€)) A city is authorized to create a perpetual care trust fund for any cemeteries under its
ownership or control, to accept gifts, grants, and devises on behalf of the perpetual care trust
fund, to deposit any revenues realized from the sale of lots meageration of city cemeteries
in the perpetual care trust fund, and to hold and administer the trust fund for the purpose of
perpetually caring for and beautifying the city's cemeteries. The city may make contracts with
the owners of plots in city cemeiies obligating the city to maintain the plots in perpetuity upon
payment of such sums as the council may fix.

nt
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(b) The principal of perpetual care trust funds shall be held intact, and the income from
such funds shall be used to carry out contraéte plot owners for the perpetual care of the
plots, and to maintain and perpetually care for the cemetery.

(c) Perpetual care trust funds shall be kept separate and apart from all other city funds,
and shall in no case be appropriated by, lemarty any manner used by the city for any purpose
other than the perpetual care of city cemeter{@®17, c. 136, subch. 9, s. 1; C.S., ss. 2810,
2811, 2812; 1927, c. 254; 1971, c. 698, s. 1; 2284, s. 113.)

8 160A-348. Regulation of city cemeteres.

A city may by ordinance adopt rules and regulations concerning the opening of graves, the
erection of tombstones and monuments, the building of walls and fences, the hours of opening
and closing and all other matters concerning the use, operationmaimienance of city
cemeteries. The ordinance may impose a schedule of prices for lots and fees for the opening o
graves in the cemetery, but it may not require the owners of plots to purchase monuments, vaults
or other items from the city. (1971, c. 6381.)

2. Charlotte City Ordinances

Sec. 72.- Powers and duties of city manager.

(c)City grounds. The city manager shall lay out one section to be known as city grounds and
held for those unable to pay for a burial. A fee will be charged to thesmidogrrial fund.

(Code 1985, §-2)
Sec. 73. - Requirements for purchase of burial space.

(b)Receipts. The receipt provided for in subsection (a) of this section shall be sent to the
city's central cashier, and a copy shall be given to the purchaser for his or her permanent
record. There shall be an administrative fee, to be determined by theedemsupervisor,

for issuing a receipt for a transfer of burial rights.

(Code 1985, §-B)
Sec. 74.- Unused lots; publication of notice.

(@When a lot or part thereof in the cemeteries described in sectja) Bhall remain
without any intermenthterein for 75 years, and the purchaser or his assignee shall have died,
and no relative of them is known, the lot or part thereof shall revert to the city when
conditions as set out in subsection (b) of this section have been complied with.

(b)The city ouncil shall give notice once a week for four weeks in a newspaper published in
the city, and if no relative of the purchaser or his assignee appears within 30 days from the
last day of publication, then the lot or part of lot thereof, as the case mslydileevert to

the city, and the city council may, at any time, regulate the interment in such cemeteries or
any part thereof, as may seem to it proper.

(Code 1985, §-4)
Sec. #5. - Schedule of charges.
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A schedule of all cemetery charges shall be maalable to all funeral directors and
monument dealers in the county. In addition a copy of all current charges shall be posted in the
offices of the supervisor of the cemeteries division.

(Code 1985, §-b)

Sec. 76. - Perpetual care fund.
(a)Definition. The term "perpetual care" means the cutting of grass upon plots in the
cemeteries described in subsection (b) of this section at reasonable intervals, the pruning of

shrubs and trees that may be placed by the city, the general preservation of greuotss,
walks, roadways, boundaries and structures, to the end that such grounds shall remain and b

reasonably cared for as cemetery grounds forever. The term "perpetual care" shall in no case

be construed as meaning the maintenance, repair or regacerany grave markers
placed upon lots or grave spaces, the planting of flowers or ornamental plants; the
reconstruction of any bronze, marble, granite or concrete work on any section or lot or any
portion or portions thereof in the cemetery, mausoleuwnother buildings or structures,

caused by the elements, an act of God, common enemy, thieves, vandals, strikers, malicious

mischief makers, explosions, unavoidable accidents, invasions, insurrections, riots, or by
order of any military or civil authoritywhether the damage be direct or collateral, other than
that as provided in this section.

(b)Established. A fund, known as the perpetual care fund, shall be established for the
purpose of perpetually caring for and beautifying the city cemeteries lokbani section -7

2(a). The city treasurer may accept gifts and bequests to the fund upon such terms as the

donor may prescribe.

(c)Management of fund. The principal of the fund shall be invested in the same manner as
other city funds.

(d)Expenditure of income. Perpetual care expenditure shall be limited to the income
received from the investments of the fund with no part of the principal being expended.

(Code 1985, §-11)
Sec. 712.- Monuments and markers.

All monuments and markers tme placed in ciowned cemeteries must conform to the
requirements as set forth in the current pamphlet entitled "City of Charlotte, Cemetery Rules and

Regulations.” Cemetery staff shall construct all foundations for markers and monuments and
shall set dimarkers.

(Code 1985, §-12)
Sec. 713.- Charges.

Fees for the purchase of grave space, opening and closing a grave, and marker ang
monument foundations in the city cemeteries shall be determined by the city engineer and the

cemeteries supervisor upoeview of prices charged by private cemeteries in the city limits of
the city and a review of cemetery budget needs at the end of the fiscal year.

(1) An additional charge shall be added to opening and closing fee for an adult burial with
any container ther than a concrete vault, steel vault, or concrete liner.

D
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(2) An additional 50 percent fee shall be added to the base fee for funerals entering the
cemetery after 3:30 p.m. on weekdays and for any Saturday service. The fee for Sunday
funerals shall behe Saturday rate plus 25 percent of such rate. No interments shall be
scheduled after 3:30 p.m. No interments shall be permitted on New Year's Day, Easter
Sunday, Independence Day, Thanksgiving Day, or Christmas Day.
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Appendix B: Initial Questionnaire for Benchmark Cities

I niti al benchmark city screening Ascripto

1) Does your city own and operate any cemeteries?
a . I f yes, continue to Aad questio
b. Ifnoob continue to AbO0 questions.
2a) How many do you have?
3a) Are any of theseemeteries active?
3.1a) If yes, do you have an updated fee structure that you can send us or that | can find
online?
3.2a) If yes, do you have the option for green burials?
3.3a) If yes, is the city responsible for indigent burials?
3.3.1a) If yes, is the city required to perform traditional burial or cremation?
3.4a) If no, did the city used to have an active cemetery?
3.4.1a) If yes, what are the reasons the city no longer operates the cemetery and
who is responsibleof it now?
4a) Are any of these cemeteries historic?
5a) Are the cemeteries managed under specific city statutes?
6a) Does your city utilize contractors to help with operations and maintenance?

2b)  Did the city ever own or operate a cemetery?
2.1b) If yes, who does the cemetery belong to now?
2.2b) If yes, what were the reasons for choosing to no longer operate the cemetery?
2.3b) If no, does the county operate any cemeteries?
2.4b) If no, who isresponsible for indigent burials in the city?

ns
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Appendix C: Follow-up Questionnaire for Benchmark Cities
Community Involvement

1. What is the public sentiment about public cemeteries?

2. Do you have any nonprofit organizations, Friends of the Cemeterigervice groups that
provide fundraising assistance and/ekind gifts or services (such as grounds
maintenance)?

a. If yes, how was this partnership created?
b. In what ways, is this an added benefit to your city and/or cemeteries?

3. Do you host any events tourist activities, like ghost tours or Easter egg hunts, on cemetery
grounds?

a. If yes, do these drive revenue, or are they just to engage citizens with the use of
these public spaces?
i. If you have revenudriving events, what is the fee scheduled andtvgha
the total annual revenue from fees?
b.1f yes, what is the publicds opinion

c. If yes, who responsible is for hosting the events and what are the conditions of the

partnership?
4. Do you have an advisory board that you communicateneghrding cemetery
operations/maintenance?
a. If yes, what are their responsibilities and how are they appointed?
Operations Management

5. Do you contract out any components of public cemetery management?
a. If yes, which services do you contract out?
b. If yes, how dten do they rebid?
c. If yes, what are the savings/reasons?
6. How many full time staff members are dedicated to cemetery management?
a. What are their roles specifically?
b. How many acres of property do they manage?
i. How much of this is developed vs. undeveloped?
ii. Do you have upright or flat monuments?
7. What are your sources of revenue?
a. Do you sell any funeral/memorial products such as grave markers?
8. When do you project your current land will be exhausted?
a. Do you plan on expanding your current cemeteries or buymgproperty?
9. Do you revisit your fee structure annually?
a. If so, what is your process to evaluate/update your fees?
b. (If yes) Do you have a fee schedule? Would you be willing to provide us with a
copy?
10.What, if any, marketing campaigns does the €dgduct to drive business?
Indigent Burials

11.Does the city handle indigent burials?

o f
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a. (If yes) Does the city incur the full cost, or does the county or another
organization cover part of it?
b. (If yes) Do you bury or cremate indigents?
i. Why did you choose thimethod? (Cost? Space? Requirement?)
ii. Is there specific legislation/policies that regulate your procedures?
iii. How does the public feel in regards to your method(s)?
c. (If yes) Do you have an indigent burial fund IN ADDITION to the Perpetual Care
Fund?
i. If yes whee does this money come from
d. (If yes) What are the conditions for classification as indigent?

Future Innovations

12. Does your cemetery provide green burial services?

a.

b.
C.

d.

e.

(If yes) What does the city define as green burials/What types of green burials does you
city provide?

(If yes) What percentage of burials are green burials (approximately)?

(If yes) Have you found that demand for green burials has increased, decreased, or
remained the same since you began offering such services?

(If yes) Do you intend to gand your green burial services in the future?

(If no) What reasons have kept you from pursuing green burials?

13. Does your cemetery operate a website?

f.

If yes, how do you drive traffic to it?

14. Does your cemetery use technology for any innovativaigue delivery of services? (i.e.
GIS mapping, photo maps, profiles of persons buried here)?

If you do have GIS, how long did it take to prepare and what was the cost?

15. Is there any additional information regarding operations or other plans thawotohthe
cemetery that you would like to share?
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Appendix D: Chart of Benchmark Cities

Asheville, NC
Atlanta, GA
Austin, TX
Durham, NC
Fairfax, VA
Greensboro, NC
Greenville, SC
Huntsville, AL
Jacksonville, FL
Morganton, NC
Norfolk, VA
Orlando, FL
Raleigh, NC
Richmond, VA
Savannah, GA
WinstonSalem, NC
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Appendix E: City of Charlotte Leaders, Interview Questions
Questions aboutCharlotte Cemeteries

1.  Municipal Cemeteries- What are your feelings/thoughts towards the municipal
cemeteries in Charlotte®hat do Charlotte residents think about them?

2. Indigent Burials - Many cities including Asheville, cremate theidigent
population. How does the City feel in regards to cremating this population?

3.  Privatized Cemeteries- Many cities have privatized their cemeteraghat are your
thoughts on contracting out various services?

4.  Privatized Cemeteries- In the past the idea of privatizing cemeteries has drawn negative
responses from the public what do you think the public's response would be in 20157

5. UNCC Research ProjectWhat are your thoughts on this research projétttat is one
aspect of cemeteries you would most want to see addressed in this research project?

6. Changing DemographicsWhat kind of impact may the constantly changing
demographics of Charlotte have on burial practices and the operation of municipal cefheterie

7.  Purchasing New Land for CemeteriesThe City of Charlotte currently owns and
operates six cemeteries. Only three of them (Evergreen, Oaklawn and North Pinewood) have
spaces available for sale. What are your thoughts about purchasing newigsaperxpand the
City of Charlotte cemeteries?




Gerald G. Fox Master of Public Administration Program

Appendix F: City Documernts

CITY OF CHARLOTTE CEMETERIES
OAKLAWN, NORTH PINEWOOD,
WEST PINEWOOD & 9" STREET PINEWOOD

Charges/Services
<’?‘fective July 1, 2009
WJ\J\@J

704-336-2123
“Jeb Blackwell, City Engineer

SALE OF GRAVE SPACE:

Adult Grave Space $500.00
Grave Space (Oaklawn — Section 7 & 8 Only) $400.00
Infant/Child Grave Space — Oaklawn -0-
Grave Space — Pinewoods N/A
Cremains In-ground Space $250.00
Perpetuial Care Fee (one time fee on all above sales) $50.00
OPENINIG & CLOSING FEES: Entering Cemetery Entering Cemetery
Before 3:30 p.m. After 3:30 p.m.
Adult Weekdays $725.00 $1,088.00
Saturday $1,088.00 $1,088.00
Sunday & Holiday $1,360.00 $1,360.00
Infant/Child (up to 3’ Weekday $300.00 $450.00
Saturday $450.00 $450.00
Sunday & Holiday . $563.00 $563.00
Cremaing (In-ground & Niche) Weekdays $300.00 $450.00
Saturday $450.00 $450.00
Sunday & Holiday $563.00 $563.00
Second Right of Interment $200.00 $200.00
Disinterment Adult $1,088.00 N/A
Infant/Child (up to 37) $300.00 N/A
Reinterment Adult $725.00 N/A
Infant/Child (up to 37) $300.00 N/A

Additional fee for an adult burial with anything other than
Concrete/Steel Liner or Vault $250.00 $250.00

SALES/INSTALLATION OF AMENITIES:

Flower Vase Installation $50.00
Sale & Installation of City Flower Vase $90.00
Monumgnt Foundation Installation $00.60 per sq. inch
Marker Installation $00.55 per sq. inch

Transfer|of Burial Rights $100.00
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