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Funeral Industry Overview In Brief

Group

% of Residents in
Singapore - 2020%°

Minimum number of independent
FSPs (or groups of affiliated FSPs)
identified who can provide
funeral products

Buddhist and Taoist 39.9% 21
Free thinkers 20.0% 10
Christian and Catholic 18.9% 21
Islam 15.6% 15
Hinduism 5.0% 13

«
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Funeral Industry Overview In Brief

1.

2.

3 biggest players combined has over 25% of the market share: The
biggest point of consideration (surveyed) for consumers is cost - without
differentiation, profits will erode over time

High Competition: Over 300 companies competing for 60-80 deaths a
day, however, only 82% of which engages funeral service providers,
resulting in effectively ~6 players fighting for each customer

Low Barrier To Entry: There are only 26 reqistered funeral parlours, but,
over 300 service providers, many of which does not require an office or
shopfront

Limited Differentiation: Most players in the industry do not invest
significantly into differentiating their product, to the point that most
governmental authorities call the service offering "homogenous”




Economics 101:

If everyone sells the same product
with no differentiation in a

competitive market, eventually, every
business will not be making

supernormal profits
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Funeral Industry Consumer Personification

Pre-Death

- More consideration

- Will compare providers

- Less likely to buy upsells

- Mainly from Google/forums
(internet)

- Prioritise research and
education on requirements

Close To/Post-Death

Usually buy immediately
Little comparison

Easy to upsells

Mainly from word-of-mouth
with guidance from religion
Prioritise professionalism
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Funeral Industry Consumer Survey

1. Main Considerations (Ranked out of ~500 responses)
Price
* Reputation
Expertise
* Responsiveness
Comprehensiveness
« Customization
Integrity
2. Main Complaints (affects word-of-mouth potential)
Being upsold items without being told the price
Having to coordinate with vendors & pay invoice directly (e.g., to buffet caterer)
*  Not being serviced properly as a “one-stop-shop”
Omission/unclear presentation of billable items or requirements
«  Bypassing appointed point of contact to upsell items




Funeral Service Planner - i
Is this ALL we can provide for our clients?

1.

Funeral Arrangements: Helping families plan and organize the funeral service according to
their wishes and religious or cultural customs.

Casket and Urn Sales: Offering a selection of caskets, urns, and other burial or cremation
containers for families to choose from.

Embalming and Body Preparation: Preparing the deceased for viewing or burial, which may
include embalming, dressing, cosmetology, and other body care services.

Transportation Services: Arranging transportation for the deceased from the place of death to
the funeral home, cemetery, or crematorium.

Cremation Services: Providing cremation services for those who opt for cremation instead of
traditional burial.

Grave Site Services: Assisting with the selection of burial plots, opening and closing graves,
and coordinating with cemetery staff.

Memorialization Products: Offering a variety of products such as memorial plaques,
headstones, and other items to commemorate the deceased.

Funeral Director Services: Providing the services of licensed funeral directors who guide
families through the entire funeral process and ensure that all legal requirements are met.
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Trends For Funeral Industry - Qs
Supported & Pushed By Government

1.

Increasingly “self-sourced” (digital): Growing proportion of population (especially the younger
demographic) rely more on searching for providers, as opposed to recommendation
Pre-Death Planning: Further pushing the trend of being increasingly comfortable talking about
death and funeral planning with community events and educational materials

Digitalization: “My Legacy” under “LifeSG". Further government conversation regarding
expanding services to include pre-planning funeral arrangement & educational materials
Transparent Pricing: Pushing for net pricing, without hidden prices. Removal of practises such
as red packets and drip pricing to ensure price transparency

“Green Funerals”: Growing push for sustainability and eco-friendliness by the government,
which has translated to some up tick and demand for means of promoting “greenness”
Increasingly Homogenous Offerings: Product and service offering are becoming increasingly
similar, resulting in the inability to compete on factors other than price (decreasing profits)



Direct Funeral Services |y
- Are they setting the Future Trend?

https://directfuneral.com.sg/

Intelligence:

1. Website - Funnels for Sales, Education

2. New Worthy - CNA

3. Woman Entrepreneur of the year, 2016

Gap:

1. They have NOT angled on Environmental or Go-Green

Marketing Opportunity:

1. We see the Funeral Business as a Journey

2. We see a JOURNEY - Before, During, and Post Death contributing
to more Sales



https://directfuneral.com.sg/

https://www.youtube.com/watch?v=

"Embark on a Journey of Healing” .

Newsworthy

At our funeral service, we recognize that each step in the grieving process is
part of a unique journey. With a deep understanding of your pain, we walk
alongside you, offering solace and support.

Our mission is to transform this difficult time into a path of remembrance
and celebration.

Through personalized services and compassionate care, we strive to ease
the bulrsens you carry and create a lasting tribute that honours your loved
one's life

Let us guide you through this journey, ensuring that every moment is filled
with comfort, understanding, and the opportunity to preserve precious
memories.


https://www.youtube.com/watch?v=p0m6Sw5_uMc
https://www.youtube.com/watch?v=p0m6Sw5_uMc
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Sample Business Differentiation Proposal

Incorporation of video editing and livestreaming
to transform the process, to emphasize on
creating a memory and experience



Some Reasons & Benefits Why Live (et
Streaming Service - Performed as a Service (PaaS)

Accessibility

Inclusivity

Convenience

Branding - Brand and Position as “The Leader or Trend Setter”
Higher Revenue (Sales)

Contracts Management (CRM)

S o e



KW Tech Solutions

High Level Perspective — Marketing Approach &=

Align
Customized Expected

Introduce
Service To
Public (Event)

Funeral Service Align Marketing

Offering Outreach

Package Offering & Outcome
Services

/Develop Live I / Offer Virtual O\

» Streaming Streaming

o As-a-Service
Capability covering 4

Before Death [
(Hardware, categories of Before [

(New Concept)

Trauma Cleaning J / \

Soft Death, Death, Post
ortware, Death & Memorial

Grief Coaching ]

@ps Personnel)/ Qbservations /

.

4 )

More Sales
\

4 Align current Offer “Sustainable Standard ]
Contracts

Website & Farewell Package”
Social Media N , Management
Post Death

N

\_  Funnel) ) Virtual

(Education & Sales
Partnership ) [ J 1)

Associations
Hospitals
Ministry Y

Memorial &
Observation
(New Concept)

Align Current

» Sales / Marketing ) Yearly Memorial
Process Participate Awards Observations K /

J



https://www.singaporecasket.com.sg/online-service/
https://www.singaporecasket.com.sg/online-service/

Why Live Online Streaming Service
(Performed as a Service)

~

Benefits

® “Say What You Want
Session”

® “Hear (communicate)
with love one Session”

e Observation or
Ceremonial Services

*Trend Setter (recognised
as Industry Leader /
Branding)

N

/

4 h

Sales Objective
(more Sales)

Increase
Customer Base

Build Customer
Loyalty (sustained
revenue)

& 4
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Contracts
Management

- Customer
Relations

Management
(CRM)

< 4

Consultancy to Implementation
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Would you be interested in such offerings, be a
Trendsetter, and Tap these Sales Opportunities?



Sample Business Solutions Work

ssssssssssssssssssss



Consultancy Scope
— Align Outreach Platforms and Partners Wi

Scope

Deliverables

-

o

Develop Live
Streaming
Capability

~

J

Align current

Website &

Social Media

Align Current
Sales Approach

Process

4 )
* Implement IT Systems
* Adopt New Hardware & Software
e Build Streaming Systems & Personnel

- /

Fix current website & social media for Performance
Retainer Service takes care of frequent updates

Train Sales Team on Operating System,

The Sales Process, Sales Pitch, the e Contracts Management
Benefits, Handling Objections, Sales e Sales Toolkit (iPad)
documentation, FAQs, Tech Support

Consultancy to Implementation



Harness IT for More Sales Leads
(Two Pronged Approach)

-

Digital
Touchpoints

\

(e.g., Website,

Social Media)
- /
4 I

N

Tech-Enabled

USP (e.g.,

livestreaming)

/

=

-

Integrate tech to
current practices
IT best practises to
support business

\

Technical Clean-up

/

. O

Integrate tech to
current practices
IT best practises to
support business

\

Process Reinvention

System Setup

/

Brand & Differentiation

Sessions to Implementation
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Digital Transformation

/0 More Sales \

K sales /

Lift the brand
through building
USP &
tech-enabled
competitive
moat
Implement
digital
touchpoints to
create brand
recall, growing
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Diagnostic of Competitors Website €=
Performances

- Competitors have hundreds to thousands of people visiting their site
every month as opposed to tens (ex.1, ex.2, ex.3)

- Educational funnel is extremely common, to attract crowd that are
either researching what to do, or need to help advocate for vou

- Implementation of value added services w/ tech beyond just a page
for people to learn about how to buy funeral packages (ex.1, ex.2)



https://ahrefs.com/traffic-checker/?input=https%3A%2F%2Fdirectfuneral.com.sg%2F&mode=subdomains
https://ahrefs.com/traffic-checker/?input=https%3A%2F%2Fwww.angchinmoh.com.sg&mode=subdomains
https://ahrefs.com/traffic-checker/?input=https%3A%2F%2Fwww.sfs.com.sg%2F&mode=subdomains
https://www.singaporecasket.com.sg/online-service/
https://hosanna.com.sg/services/live-streaming/
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Solutions Overview

Learn

about the current shortcomings faced, and how it is in its current situation
about what is done well by competitors, and what can be done to copy it quickly

Optimize

the current presentation of offerings (e.g., spelling, grammar, presentation)
the currently employed digital processes to best align with industry practices

Verify

whether current services and systems used are appropriate for the business
whether it is possible to quickly implement the above proposed processes

Evolve

current business offerings to allow for the development of a unique selling point
current strategies to incorporate digital touchpoints, enabling business growth




KW Tech Solutions
Empowering Businesses
Digital Transformation

Short Term Solution

Proposal

- |Item: Business/Digital Coaching for process change & human capital
ability building
- Costing: 300 SGD/session
- Item: Retainership of technological support for new business service
offering
- Costing: 800 SGD/month
Deliverables

- Implementation of new digitally enabled processes, empowering
business growth

- Implementation of new technological systems (with relevant
training), for new business service offerings



Live Streaming Capability Building

Hardware Requirements
- Camcorder (~SGD 1,300)

Software Requirements
- Open Broadcaster Software (Free to download)

- Twitch/YouTube/OSSRS (Free to download)

Other Technical Considerations
- Hosting
- Mobile Data

Videographer _
- In-house training, recruit, or outsourced



Bonus ltems
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Background Research

Upcoming Market Service Offering

- There are companies that offer post death cleaning for your homes

- Potential partnership gap?
- Demonstrate strong consideration, beyond just the funeral > care for the family

- Malay offer grave cleaning services. Why are there none for Chinese being openly marketed?
- Potential Gap?

- Companies are offering Live Streaming for funeral services as a differentiation factor (e.g.,
https://hosanna.com.sg/services/live-streaming/)

- Limited cost to set up, significantly more outreach/customer satisfaction
- Appeal to market of people who needs to cater to people stuck overseas, e.g., children immigrated

- Online directory of people funerals (e.g., https://www.heavenmsg.com/)
- Cheap to do, strong service differentiation
- Easy to spread brand, as site link goes to your company

- Reduce burden on family members who have died to constantly check what is the location or itinerary
for the funeral



https://hosanna.com.sg/services/live-streaming/
https://www.heavenmsg.com/
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Background Research

Breakdown Of Digital Performance (Internally Ranked)
Feel free to contact us to view the in-depth remarks and notes

Technical Supporting Content Remarks Legend
Content Marketing Total Score 1: Need to completely redo
Company Name Domain Page Names Host Builder Domain Reputation Domain Authority Organic Traffic Share Educational Funnel Page Blog Landing Page Cornerstones (out of 12-60) Estimated Organic Traffic / Month Domain Authority 2: Roughly right direction but wrong execution
Ang Chir 4 3 Y :3 35 ) 4 p 45 3 4 ) 3 b 4 Y 2 3 Y 3 Y 41 730 22 3: Nothing obviously wrong, but not ideal
3 2 13 3% 4 3 15 3 1 ) 2 b 3 Y 23 15 1 b 27 0 3.3 4: Quite good, some minor hiccups
M R ~ N ~ N M o ~ ~ e
4 4 4 4 4 15 15 3 3 3 15 2 355 48 2.9 5: No obvious issues
4 3 Y i3’} ‘35 ) 4 p 15 3 15 ) 2 b 1 Y5 Y 15 Y 15 275 10 0.3
3 1 Y7aey "1y 4 p 1 3 1 ) 1 b 1 ¥ 1Y 1 Y 1 Y 19 0 0.1
35; 1 135} 35 ) 4 p 1 R 1 ) 1 b 1 ¥ 1Y 1 Y 1 Y 225 0 0
35; | 15 |4 ) ‘35 ) 4 h 1 R 1 ) 15 b 15 Y151 2 Y 15 265 0 0
3 2 Y3’ 38 ) 4 3 1 3 1 ) 15 b 3 Y 1) 15 ) 1 Y 255 4 0
White Afterlife Funeral Service (website expired), b T Y Y B Y b Y Y b
note: there is another company at this exact same
location (https://www.whiteliliesfuneral.com/) 35 2 3 3 4 1 1 15 15 1 15 : 24 2 0
Sing era e ices 3 3 3 135] 2 ) 4 3 2 h| 25 h 3 3 3 Y 2 3 b 3 3 36 157 22
4 3 1.4 2 ) 4 3 4 h| 4 3 4 3 3 Y 3 3 3 3 43 833 18
3 3 4 1:3 2 ) 4 b 2 h| 2 3 4 3 3 Y 3 3 4 3 39 155 48
N N v T N N ~ « ~ ~ T ~ N
An Lok S Services 25 1 3 3 4 15 1 2 15 1 15 1 23 0 22
Singapore Funeral S ns (website b Y Y Y Y Y 1 h Y Y Y b
suspended) & Singapore Funeral Group (same
4 4 35 4 4 35 3 45 45 2 35 4 445 2000 9
3 25 131 3} 4 3 45 3 2 Y 4 Y 45 ¥ 23 35 3 Y 39 264 34
4 25 Y8} 3°) 4 3 15 3 1 Y 4 Y 3 Y1) 3 3 4 3 34 60 0.9
3 8 1385% 3} 4 3 1 3 1 Y 2 Y 2 Yoz 15 15 ' 265 0 0
Comfor Se 4 4 Y35) 4 } 4 3 15 3 1 Y 2 Y 4 RS 3 Y 1 i 33 9 2
4 4 Y35} 35 4 3 3 3 35 Y 4 Y 4 Y a5t 4 Y 3 Y 45 2600 13
4 4 Y 4% 2 4 3 2 Y 35 Y 4 3 4 Y 47 3 3 2 Y a5 1100 25

Gowell Funeral Se e (no ite

Promise Funeral Care (no website)

Date: 13 May 2024
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Key Aspects - Post Death Cleaning (Trauma Cleaning)

Background

- Generally expensive process, as it requires biohazard disposal, PPE, training etc to be
carried out properly

- Offered by cleaning companies with specialised equipment, important as normal
cleaning can still leave biological traces/smell which can affect the remaining family

member’s mental wellbeing
Current Market
- Few companies offering such services in Singapore
- Unable to find funeral parlours offering such services as part of their package

Benefits of implementing
- Product differentiation

- Create mutuaI(I}/ beneficial partnership, post death cleaning companies can likely
provide a steady stream of customers and vice versa



Key Aspects - Grave Cleaning

Background
- Common service offering among the Malay community (https://khidmah.sg/grave/)

- Not common / unable to find any publicising such offerings online in Singapore for the other
races, despite cultural pressures to (e.g., Qing Ming)

Current Market

- Established demand for over a decade (2024:
https://www.straitstimes.com/asia/east-asia/chinese-going-online-for-tomb-sweeping, 2014:

https://www.wsj.com/articles/BL-CJB-21439)
- Unable to find any providers catering to other races apart from Malays

Benefits of implementing
- Easy upsell & ability to maintain touchpoint with customers, allowing for better brand recall
and conversion to future sales
- Strong brand, signal commitment to the whole package, instead of just “hit-and-run” for
funeral costs



https://khidmah.sg/grave/
https://www.straitstimes.com/asia/east-asia/chinese-going-online-for-tomb-sweeping
https://www.wsj.com/articles/BL-CJB-21439
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Key Aspects - Online Funeral & Memorial Directory

Background

- Previously, older generation would rely on newspaper to reach out to their friends
when they pass on

- Also difficult to coordinate and find out where someone is resting after passing,
without an easy to reference directory. Fair to say, most people want to be
remembered and respected after passing

Current Market

- Currently being offered by Singapore Caskets under a separate brand
(https://www.heavenmsg.com/obituary) (Note: next page in search is broken, weak IT

service)
Benefits of implementing
- Helps with brand recall, and establishing touch points

- More avenues to upsell, can position as a “digital tombstone” for people to remember
you



https://www.heavenmsg.com/obituary

Sales/Educational Funnel

&

Guidance

Our funeral guides are passionate about leading families
in a meaningful and personalised ceremony. As funeral
directors, they will guide your family during this difficult

time - keeping all essential information bite-size, to
provide clarity and awareness of what is to be done and
expected.

Emcee

With our dedication to providing families with a peace of

mind during their most difficult times, our services include

extensive features. These features include a team of well-
trained emcees who are able to facilitate a smooth and
heartfelt funeral. They will help you articulate what you
would like to convey, but are unable to in times of grief.
Table-wait service is also available to ensure that your

guests are comfortably attended to, giving you a peace of

heart in these difficult times. Additional support for your
family is provided, should you require services such as

night vigil and daily cleaning services.

P
A\
Embalming & Dressing

Our embalming team is professionally certified, using the
latest tools of the trade, sourcing our embalming
products from England, Australia, New Zealand and USA.

Opting for embalming chemicals that are softer on the
skin, our team of embalmers work with the aim of giving
amore serene look to your beloved one.

One-Stop Service

From first contact with you and your loved one, dressing
your loved one in a dignified manner, and assisting you
and your loved one with a peaceful send off, our on-the-
grounds team comprises of staff who are determined to
provide you with all the support you need.

Branding

Downloadables

When death occurs in your family or when planning your own final farewell, things can get overwhelming. Where do you even begin?

Download our helpful checklists to get started.

4
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The funeral home will guide you on all other matters

) When Death Occurs (PDF)

Planning Your Final Farewa

4 )

People
Researching
What To Bring
\_For A Funeral )
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EN DEATH PRE-PLANNING POST-FUNERAL
OCCUR & WILL-WRITING MATTERS

WHAT TO DO WHEN A DEATH OCCUR?

ath occurs it's important to let the right people know as quickly as you can. Firstly, you will need to ge
1e cause of death. If the cause of death is known and from natural causes, the doctor will certify the d¢
certificate cause of death(CCOD).
an use the digital certificate cause of death to register the death at mylegacy.life.gov.sg. Upon registra
kept by the death registration centre and a digital Death Certificate will be issued to the family membx
> place an obituary in the papers, engage a professional funeral director, and when you make an arran¢
burial.

IF DEATH OCCURS
At Home:

If Death occurs at home

ceased was elderly or had an existing iliness and had received recent medical treatment, it is advisable

Pre-death
Research

GO BACK
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Require Help?

Contact Us
Patrick Ng — Principal Consultant (patrick@kwtechsolutions.com.sg / +65 9120 5115)
Kevin Kan — Tech Consultant (kevin@kwtechsolutions.com.sg / +65 8181 4286)
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