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INTRODUCTION TO SHAREHOLDER LETTER
 

amazing 2021 record performance, but more deeply and profoundly on the evolution of a radical new  
methodology for operating and consolidating a highly fragmented industry of family-owned businesses  

 
 

cemetery business (2016, 2017, 2018 and 2020 Shareholder Letters, quarterly earnings reports last two 
 

As a long time student of investing and particularly leadership and entrepreneurial success life biographies,  

EVERYBODY! DON’T BE AFRAID TO INNOVATE, BE DIFFERENT

HATES MEDIOCRITY WITH A PASSION

 

 
  likely match my own and thereby reward my strengths while protecting me from my weaknesses; and

 
  and over time Become The Best  
  independence for me as the founder / owner as well as for all those leader/owners who helped me build  

 

of the business model of Berkshire Hathaway and all of its wholly owned subsidiary companies that had  

In the best-selling iconic book, Good To Great Good To Great  
 
 

Good To Great Journey
Good To Great Journey

 

After reading our 2021 Shareholder Letter, as spectacular as the last ten years have been for our shareholders,  
AN UNBREAKABLE UNION OF 

BELIEF that THE BEST IS YET TO COME! 
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even now, while there are also distinct differences as well since we are restricted to the funeral and cemetery  
 

 
autobiography by Alice Schroeder, The Snowball: Warren Buffett and the Business of Life  

 
why we say internally that our Mission / Vision of Being The Best means that we can always get better 
and therefore we are on a Good To Great Journey

 

I have often wondered whether I could have somehow sped-up or short-cut the almost twenty years of  
 

and adaptation, while agonizingly slow in hindsight, was absolutely critical to the process of painting the  
 
 

and went completely against the grain of how most people think and behave after achieving success  

Harnessing Complexity with the 
subtitle 

After the High Performance Transformation
 
 
 

bondholders, banks, suppliers and especially the client families and communities that we are privileged and 

our Carriage Flywheel

 

have AN UNBREAKABLE UNION OF BELIEF that THE BEST IS YET TO COME!

“I feel like I’m on my back, and there’s the Sistine Chapel, and I’m painting away.  I like it when 
people say, ‘Gee, that’s a pretty good-looking painting.’  But it’s my painting, and when somebody 
says, ‘Why don’t you use more red instead of blue?’ Good-bye.  And I don’t care what they sell it 
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CARRIAGE SERVICES 2021: ACCELERATING HIGH PERFORMANCE FLYWHEEL EFFECT!

 
 
 
 

ownership and future prospects of our company, we will continue to prioritize share repurchases within the  

 
 

customized data-based language of High Performance Standards whose relevance and oversight for each 
Best of the Best

In my 2016 Shareholder Letter titled 1991-2016: The Evolution of Our Learning Journey, it took  
 

A Tale of High 
Performance Transformation

2021 Shareholder Letter
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since I had to once again step back into the role of Chief Operating Officer in September 2018. This full year 
2021 earnings release will also for the first time represent our 2021 Shareholder Letter, covering the remarkable  
High Performance Transformation in our cemetery portfolio, funeral portfolio, realignment of short and long 
term incentives with sustained high operating and financial performance standards, as well as transformation 
and cultural alignment of our Houston Support Center Departments and Teams from 2018 to 2021. I will begin 
by sharing the highlights of our 2021 year and record performance in all areas of our company. 

The greatest strategic achievement of this past year was that I formally established on June 2, 2021 a  
succession plan format for the future Executive Leaders of Carriage when I am no longer here, although I 
have no plans or health reasons to not be here serving as Chairman and CEO over the next five to ten years 
of optimum value creation. On June 2, 2021 (extensive press release on their individual backgrounds and  
qualifications), I promoted Carlos Quezada to Executive Vice President and Chief Operating Officer, Steve 
Metzger to Executive Vice President and Chief Administrative Officer, and Ben Brink to Executive Vice  
President and Principal Financial Officer in addition to their other responsibilities and roles, and to membership  
in our new Strategic Vision and Principles Group (SVPG) chaired by me. 

Based on his amazing achievements and contributions that Carlos has made to Carriage since joining our 
Good To  Great Journey on June 26, 2020, I am very honored to announce that he has also been promoted 
to President and Chief Operating Officer effective today. I got the biggest promotion with these succession 
plan moves, as I can now allocate my time to its highest and best use, which I view as developing Carlos, 
Steve and Ben to be the future Executive Leaders of Carriage, as well as mentoring them on optimizing 
long term shareholder value creation through wise, savvy, flexible and highly disciplined Capital Allocation as  
covered so brilliantly in the 2012 book The Outsiders by Will Thorndike.

After co-founding Carriage at 48 years young on June 1, 1991, the company has finally evolved after more 
than thirty years into a Being The Best Mission / Vision Company in our industry. Yet only now do I believe 
that as an equity investment “The Best Is Yet To Come.” Accordingly, I will begin this 2021 Shareholder Letter 
with the analogy of Carriage on February 23, 2022 to that of London at the height of the British Empire in the 
timeframe 1775-1792, as depicted by Charles Dickens in his famous 1859 novel of historical fiction “A Tale of 
Two Cities,” whose vivid descriptions are shown below (as compared to Paris and France in the timeframe).

1775-1792 
London

Center of Learning
Center of Commerce
British Empire Peak

2020-2030 
Carriage

High Performance CSV
CSV Good To Great Journey
CSV Premium High Valuation

CSV Built To Last Future

Best of Times
Age of Wisdom
Epoch of Belief
Season of Light
Spring of Hope

Everything Before Us

Carriage’s future is perfectly captured by the vivid descriptions of London, as our leaders are passionately 
committed to an “Epoch of Belief in Themselves, Belief in Each Other and Belief in the Power of People 
Through Individual Initiative and Teamwork.” Which together has created “AN UNBREAKABLE UNION 
OF BELIEF” throughout Carriage that after thirty years of innovative business model and organizational  
development evolution, we have entered the “Best of Times with Everything Before Us!” 

The balance of this 2021 Shareholder Letter has been a collaboration between myself, Carlos, Steve and Ben 
as the four members of SVPG, putting TRUTH to my earlier assertion that I got the biggest promotion. Much of 
the content in certain specific and highly relevant areas and reporting sections covered in this letter has never 
been shown publicly in such transparent detail, particularly as trends over five full years including Pre-COVID 
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TABLE OF CONTENTS

Mel Payne:  Pages

Good To Great II

Carlos Quezada:   

Steve Metzger:  

Ben Brink:  

Mel Payne:

Being The Best Pinnacle Good To Great

But more profoundly important and rare in this Shareholder Letter is that we will also present total consolidated 
performance ranges of what our High Performance Transformation
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FOURTH QUARTER AND FULL YEAR COMPARATIVE PERFORMANCE HIGHLIGHTS
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Managing Partners, Sales Managers and their Being The Best

TWO MAJOR STRATEGIC ACHIEVEMENTS / PUBLIC DEATHCARE SECTOR 2022 VERSUS 1990’S 

 

Free Cash Flow Machine
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over-leveraged, as we have proven since the beginning of 2020 that we can deleverage our balance sheet 

 
 
 
 

as the last time an investor lost money on deathcare debt because of a payment default was when Loewen 

twenty years at a time when all those revenue elements not under our control such as death rates, cremation/
 

funeral ritual and of preplanning funeral and cemetery details, value perception of cremations with personalized  

 
 

 
 
 
 

of a Carriage Free Cash Flow Machine!

 

 

 

Value Creation Sweetspot
 

Carriage High Performance Value  
Creation Transformation! 
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THREE YEAR ROUGHLY RIGHT RANGES PERFORMANCE SCENARIO 2020 - 2022 COMPARED TO 2022 - 2024

have already achieved, and the performance milestones we will achieve over the next three 
years, our company will have executed what we believe in hindsight will be viewed as a complete 
Carriage Leadership, Portfolio High Performance, Balance Sheet, Earnings and Free Cash Flow 
Transformation as a Value Creation Platform.

INITIAL THREE YEAR ROUGHLY RIGHT RANGES SCENARIO DATED FEBRUARY 19, 2020 (MILLIONS)

Performance Outlook                                 Years Ending December 31                                    2022 Performance Range
Scenario

 2019(A) 2020(A) 2021(A) 2022 - 2/19/20 2022 - 2/23/22
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THREE YEAR ROUGHLY RIGHT RANGES PERFORMANCE SCENARIO 2022 THROUGH 2024

Performance Outlook Ranges                 Actual Performance                                                 Three Year Scenario 

2019A 2020A 2021A 2022 2023 2024 CAGR

FREE CASH FLOW CAPITAL ALLOCATION BY CATEGORY BY YEAR

Category Percentage Free Cash Flow (%) 2022 2023 2024

   • Funeral  3% 3% 3%

Acquisition 38% 76% 76%

Debt Repayment - - -

Total % Free Cash Flow 100% 100% 100%
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SHARE PRICE VALUATION METHODOLOGIES – POTENTIAL SHARE PRICE RANGES

5 Year Enterprise        Potential Performance at               Three Year Scenario
Valuation Methodologies                          Valuation Multiples  

  2020 2021           2022 2023 2024 CAGR

5 Year P/E Valuation Matrix        Potential Performance at              Three Year Scenario
     Valuation Multiples       

  2020 2021             2022 2023 2024 CAGR

5 Year FCF Valuation Matrix        Potential Performance at              Three Year Scenario
      Valuation Multiples       

  2020 2021           2022   2023 2024 CAGR

Actual Share Price Range        Actual Share Price Range            Three Year Scenario 



Page 12      CARRIAGE SERVICES 2021 Annual Report

 

 
 

impact the upward trend and sustainability of the Roughly Right Ranges of Performance Metrics in our  

 

Transformative High Performance PROOF OF 
CONCEPT

Being The Best and staying that way requires continuous improvement in the face of unrelenting change, 
together with necessary and frequent recalibration of High Performance Standards and Leadership on a  
Good To Great Journey

GOOD TO GREAT II SHAREHOLDER VALUE CREATION INCENTIVE PLAN

 

 

Good To Great Journey timeframe from 2012 through 2016, would totally align 
with the name of the incentive program and be a more than acceptable Being The Best / Good To Great 
Journey Standard

Good To Great II participating leaders who have now already vested in the 
ALL  

not most are wondering about how to retain as many of their performance shares as possible upon receipt 

owners to an even loftier Good To Great Journey Valuation Destination

the pieces of the value creation platform puzzle had not yet been put in place, especially the most challenging  
First Who, Then What
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right seats at the right time on the Good To Great Journey Bus
Good To Great II seriously at the time we announced this long-term alignment incentive program in our 2020 

Good To Great II 
 
SOME FINAL THOUGHTS ABOUT CARRIAGE AND THE NATURE OF BEING A PUBLIC COMPANY

 

 
to our equity analysts is to make them look smart if not timely brilliant, and to investors who became or will 

 

, in our May 13, 2021 
 

long-rising market induces purchases that are based on anticipated price behavior and a desire to be where 
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As a Being The Best High Performance Culture Team of Teams, we commit to all our shareholders, bond 
holders, investment analysts, banks, suppliers and Board Members, but especially to our leaders, employees, 
client families and communities that our funeral homes and cemeteries are honored to serve, to ignore and not 

 
focused on having the best players on all of our teams prepared to make game winning plays on their  

FIVE QUARTER TREND REPORT ENDING DECEMBER 31, 2021
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FIVE QUARTER OPERATING AND FINANCIAL TREND REPORT HIGHLIGHTS

(000’s except for volume,   4TH QTR 1ST QTR 2ND QTR 3RD QTR  4TH QTR
averages & margins)  2020 2021 2021 2021 2021

   Revenue 

   Revenue 
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As shown on the previous page, we have had consistent High Performance  
 
 

 
 
 

since the beginning of our portfolio performance transformation in 2018, as previously, the all-time high Field  

think long-term and focus on what we can control and what we do best, pursuing our Being The Best Mission 
and Vision

always strive to be the best we can be, a byproduct of which is that we say yes when other competitors say 

 

Goodwill Value Creation TRUST
Best of the Best
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SAME STORE FUNERAL REVENUE MONTHLY TRENDS AND DRIVERS SEVEN MONTHS 
ENDING JANUARY 2022

(000’s except for volume, averages)    2021/2020    2022/2021
Same Store Funeral JUL AUG SEP OCT NOV DEC           JAN 

Volume Variance (82) 437  867  594  206  (487)            (73)

Average Revenue Per Contract Variance $367  ($47) $96  ($78) $155  $205            $119 
  

Operating Revenue Variance $728  $2,079  $4,830  $2,843  $1,571  ($1,744)           $115 

Net Revenue Variance  $728  $2,079  $4,830  $2,843  $1,571  ($1,744)            $115 



Page 18      CARRIAGE SERVICES 2021 Annual Report

FIVE YEAR SAME-STORE CEMETERY DETAILED TREND REPORT AND SUMMARY 
CEMETERY ACQUISITION DATA

FIVE YEAR CEMETERY SAME STORE TREND REPORT

(000’s except for volume,                                    2017               2018               2019               2020              2021           2018/2021         2018/2021 
averages & margins)                                         Variance $        Variance %
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our Standards Operating Model  
 

 
why our Good To Great  
Standards Achievement  
including our Being The Best one year and Good To Great

High Performance Transformation since September 2018, as 

 
High Performance Sales Organization that could broadly grow our Same Store preneed property sales over 

 
 

Good To Great news is that since the initiation of our High Performance Sales Plan, which 

 
 
 

FLYWHEEL EFFECT ACCELERATOR of earnings when preneed property sales are growing over time at a 

 

High Performance preneed sales, led to an  

 
Portfolio of businesses have never looked as attractive as they look today, and the transformation of our  
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Standards Operating Model in 
2021 with an acceleration of High Performance

Right Who factor because of his 4E Leadership

ORGANIZATION STRUCTURE / TALENT AND CONCEPTUAL VISION UPDATE 

Good To Great High Performance Flywheel
High Performance Culture Framework, included in our Value Creation Financial Dynamics
High Performance Flywheel focuses on our three core Being The Best operator, Being The Best
consolidator, and Being The Best

Good To Great Journey that 
never ends and our Being The Best Vision

CEMETERY ACQUISITION SUMMARY

(000’s except for margins) 2019 2020 2021  2021/2020   2021/2020 
     Variance $   Variance % 
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CAREdge Forum Sales: 
CAREdge Forum for our High Performance

CAREdge Forum

opportunity to meet fantastic talent from our cemetery portfolio across the country and share thoughts 

SalesEdge

High Performance Sales
attendees to our CAREdge Forum
Memorials® offerings, among other tools and sales skills that will enhance how we engage with families 

Sales and Marketing:

High Performance Sales

Carriage High Performance Culture Bus

Good To Great Journey High Performance 
Sales Bus

in complete alignment with our Being The Best Vision and Mission
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He will help us reshape and enhance our digital marketing efforts and be the support for all Managing Partners 

Regional Portfolio of Business Changes: 

strengthen the partnership with all our Managing Partners, optimize market share gains and thereby solidify 

Standards Achievement

Being The Best Vision could 
Best of Best

we are now seeking the Right Who
who will take a leadership seat on the Carriage High Performance Bus and bring this portfolio of businesses 

Digital Transformation Five Year Plan: 

 
disclosed in mid-March 2022, will be tasked with the holistic mission of creating a customer-centric technology 

 
integration of celebrations of life through technology, a seamless chain of custody, fully integrating and  

 

Standards Council Update: 

Best of 
the Best

High Performance Bus as Managing Partner of Resthaven  

brings a wide array of knowledge and leadership in the funeral home and cemetery operations and will have 
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CAREdge Forum Operations: 

Partner Meeting, which will also be called CAREdge Forum
our sole focus will be Service and Guest Experience Transformation

 

 
attendance in thinking and reimagining ways to completely transform our Service and Guest Experience  
(already one of our Funeral High Performance 
focus in service and attention to detail, which will lead to increased market share growth throughout our  

CAREdge Forum to  
discuss a revamped Service and Guest Experience Standard and its relative weighting importance out of  

Innovation and Creativity Committee: 

 
with teams of highly talented funeral professionals who through creativity and innovation provide a  

Innovation and Creativity Committee comprised of our 
very best and most creative and innovative mastermind Managing Partners, whose mission will be to craft a  

Service and Guest Experience Standard with every 

team will design as tools and make available to all of our Managing Partners and the families they serve,  

2022 Carriage Theme: 
High Performance theme that aligns with the innovative ideas and sophisticated  

2020 Theme: Transformative High Performance, was the catalyst to the 

“Our company is positioned like never before in our history to have a breakout high  
 timeframe  

2021 Theme: “Accelerating High Performance Flywheel Effect!” which fueled the  
High Performance 

As shown on the Good To Great High Performance Flywheel on page 21, our Carriage Flywheel is now 
hitting on all cylinders, which has accelerated the Carriage High Performance Bus to the equivalent of the 
deathcare speed of light and into the sustainable High Performance Universe
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“Greatness is not a function of circumstance. Greatness, it turns out, is largely a matter of  

2022 Theme: High Performance Value Creation Culture is an open and standing invitation to all  
CHOOSE GREATNESS and never settle for  

UPDATE ON STRATEGIC ACQUISITION ACTIVITY GROWTH OUTLOOK

 
continue to be encouraged by the number of acquisition opportunities that have been presented by brokers 

in advanced discussions with a number of top quality business owners and we are also in the early stages of 

 

 
 

 
 

planning option, but when they are, we will be ready to share our story and present a customized solution 

As the second longest tenured company in the industry with a more than 30-year history, a strong capital  

 

FIVE YEAR SAME STORE FUNERAL PERFORMANCE / INCENTIVE COMPENSATION AND  
RECOGNITION ALIGNMENT TRENDS

UNBREAKABLE UNION OF BELIEF  
Being The Best Mission and Vision, it is a natural transition to our 2022 Theme: High Performance Value  
Creation Culture High Performance 
Culture Bus Good To Great 
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of our total revenue is currently generated by our funeral homes, it is helpful to pause and look more closely 

 
 

 
 
 

incredibly strong correlation between our Funeral Portfolio Standards Achievement, Financial Performance 

 
 

the Darwinian Meritocracy that drives High Performance
top performers and it does not support the subsidization of the performance of those who may not be up to 

 

 
First Who, Then What

recognized in 2018 that there was no longer a clear correlation between Funeral Standards Achievement (the 

before, a broad group of leaders gathered together in late 2018 to study the lack of correlation and, following 
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contracts, but to instead work to secure every call and serve as many families as possible, regardless of 

Being The Best
additional Same Store Funeral contracts at year end 2021 when compared to year end 2018, the year before 

decades, and while cremation as a form of disposition may cost less than a traditional burial, the opportunity 

Average Revenue Standard and, more importantly, placing greater emphasis on the services and memorialization 
options available to families who choose cremation, our Managing Partners and their teams are now 

FIVE YEAR SAME STORE FUNERAL TREND REPORT
(in thousands except for contracts and average revenue per contract)

  2017   2018 2019 2020 2021                  2019/2021
                                            Variance 
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Being The Best 

A Tale of Two Cities  

 
Being The Best

Good To Great
Good To Great Five Year Class

important and consistent with our efforts to drive an ownership mindset throughout our team, but particularly 

 

So the initial level of eligibility for this incentive was changed from a minimum annual growth rate of 2% to an 

 
performance incentives tells a large part of our realignment and Transformative High Performance  

 
Being The Best and Good To Great  

and Standards Achievement reached an all-time high with nearly 80% Funeral Standards Achievement by 
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PERFORMANCE ALIGNMENT

Five Year Same Store Funeral, Standards Achievement and Incentive Compensation Trends

         2017 2018 2019 2020 2021
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Good To Great

 

Partners who have achieved an average of at least 70% of Standards for the prior three years or achieved 

 

 
 

 

years of data since the changes discussed above were introduced, we are able to see the development of 

correlation between performance and incentives remains strong, and if the numbers begin to tell a different 
story, we will be quick to diagnose the changing circumstances and identify updates to ensure continued 
alignment and evolution of our models and approach to optimize future performance within the dynamically 

2020 is as important a driver for this performance / incentive alignment as are the changes to the Funeral  

 
 

impact as time goes on, there is now enough data to give us a roughly right idea of some of its impact on our 
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trends strongly supports the growth in market share story that our Managing Partners and Directors of Support 

 
 

 
 

SUPPORT CENTER ORGANIZATION STRUCTURE / TALENT AND CONCEPTUAL VISION UPDATE

three years aimed at strengthening leadership and building a positive high performance culture environment of  

First Who, Then What: 
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Business Development, we have incredible internal talent who are Energized, motivated, and doing much more 

 

Right Who’s in the Right Seats: 
In addition to bringing in new talent to lead critical areas of our growth strategy, we have also focused on  

 
 

several leaders to take on new responsibilities, sometimes outside of their background or comfort zone, in an 

leadership structures, and more broadly, we have worked to involve leaders from different teams in strategic 

Two of the 4E’s of Leadership – Energy & Energize!: 

matched their level of Energy
 

High Performance Culture

Energized 
Edge

Good To Great High Performance Flywheel was put in place to serve as 
an overview of our unique High Performance Culture
leaders with leaders as to how they can work together to drive higher performance through the various eight 

to make sure we continue to surround them with other top talent and provide them with an equally impressive 
environment for growth and achievement in which they can contribute to the continued acceleration of our 
Good To Great High Performance Flywheel
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to increase this year due to the continued high margin revenue momentum in our businesses and a full year 

share repurchase program in the fourth quarter, as we opportunistically repurchased our shares at a 

ADJUSTED FREE CASH FLOW AND LEVERAGE RATIO

                                         Years Ended December 31,
  2020        2021

Plus: Incremental Special Items:   
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Flow…aka A Free Cash Flow Machine!

CAPITAL ALLOCATION PRIORITY

 
 

 
 

believe that it remains important to update investors quarterly on our current capital allocation priorities as  

• Strategic Acquisitions:  
 
 
 
 
 
 
 

• Share Repurchases:  
 
 

 
 
 
 
 
 
 
 

 
 
 
 
 

Good To Great II  
 Shareholder Value Creation Plan Good To Great II are  
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 Since the Good To Great II Shareholder Value Creation Plan was approved on May 16, 2020, seven senior 

 repurchase program, which along with previously approved and available amounts, brings our total 

• Internal Growth Projects:
 accelerate the development of high-quality cemetery inventory that will deliver high rates of return on 

• Debt Repayment:

 upper end of our previously announced leverage ratio target range, we believe the recurring and growing 

• Dividends: 

TRUST FUND INVESTMENT PERFORMANCE 

  2021 Annualized 
  2009 - 2021
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return of our discretionary trust portfolio for 2021 continued our long-term track record of highly successful  
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Based on this analysis we began to rapidly increase our positions in the perpetual preferred stocks of large  
 

ability to earn a high amount of recurring interest income at double digit yields (large double digit yields in 

 
 
 
 

 

 
 

 

higher amounts of recurring income and long term realized capital gains, which has led to sustainably higher 
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Circle of Competence

Since we began to direct the investment decisions within our discretionary preneed funeral and cemetery 
 
 

 

 
 

   

 

the consistency of our approach will continue to add value through recurring and growing Financial Revenue  

 

 
 

As a result of our successful repositioning strategy, we have constructed the discretionary preneed trust fund 
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was increased cemetery perpetual care income from a full year of recognizing increased annual income from 

growth in future years due to the recurring nature of interest and dividend income earned in the trust funds 
along with higher recognized matured preneed contract values from capital gains realized in the trusts and 

 
 

 
long-term mindset versus having the pressure of short-term scoreboard watching with quarterly and annual  

staying within our circle of competence and being prudent and patient to wait for those rare opportunities to 

FINANCE ORGANIZATION STRUCTURE / TALENT AND CONCEPTUAL VISION UPDATE
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investors with a more transparent view of our results and what we view as the sustainable earnings power of 

 
 

 
 

complete transformation that has occurred within our operating businesses, the completion of the senior note  

 

 
 

 

INCREASED ROUGHLY RIGHT RANGE OF INTRINSIC VALUE PER SHARE
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FINAL THOUGHTS ABOUT “GETTING TO THE OTHER SIDE”

Transformative and Accelerating

Carriage Services 2020: Transformative High Performance.

Carriage Services 2021: Accelerating High Performance Flywheel Effect.

 
Shareholder Letter, is that there has been a complete High Performance Transformation
is only Accelerating  

 
 

 
 

For any investor who has made it this far in this Shareholder Letter, and whose curiosity is piqued by our 
unique and differentiated High Performance Culture that we have described in this Shareholder Letter, I 

Getting To The Other Side

 
Value Creation Dynamics
a radical Transformation which is producing Accelerating High Performance led by an amazing group of  

AN UNBREAKABLE UNION OF BELIEF  
in our Vision of Being The Best on a Good To Great Journey   
Accelerating High Performance Transformation
to say that The Best Is Yet To Come!
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FINAL OBSERVATIONS ABOUT THE PAST AND PRESENT

Best of the Best Managing Partners across 

Email from Tim Hauck, Managing Partner, Cape Coral Group, Ft. Myers, FL

From: Tim Hauck  
Sent: Monday, March 14, 2022 4:04 PM
To: Mel Payne 
Subject: A personal note of Gratitude

Last Friday I received my Good To Great Award.  As Rachel and I celebrated “our” achievement, I 
could not help but wonder what my life may have been like if Carriage would not have purchased 
our operations in November 1995.  (I think that’s the date, but I know you probably know the exact 

hair, had no children, working for another company that was being divested to Carriage.  I remember 

staying on the “Other Side”?  In fact, I must confess, I actually prayed and solicited to stay on the 
“Other Side”, but they would not have me, apparently, I was part of the sale so they could not hire 
me.  To my dismay, at that time, I became a Carriage’er.  

Fast forward 27 years to 2022- Lord Jesus, thank God I became a Carriage’er!

My abridged version of your “The Tale of Two Companies” as it pertains to me:

  CARRIAGE             THE OTHER SIDE
 2 Good To Great Awards       NOPE
  Multiple Being The Best Awards      NOPE
   Standards Team Member       NOPE
 Belief in Power of People       NOPE
  Shared Success       NOPE
  Best of Times        NOPE

 Bottom to Top Management     NOPE
 Teamwork        NOPE

Prayers.” Thank God my prayer was not answered in 1995. Hard to imagine what life may have been 
like on the other side and thankfully, I don’t wonder about that often.  By some stroke of luck back in 
1995, I became a Carriage’er, and it has been a tremendous journey. I am fully aware that there are 

as I have with you and Carriage.   

I am grateful for your vision, your beliefs, and the culture you have developed.  And I thank you 
for the past 27 year journey. I look forward to another 5, 10, or 15 more years (Good To Great
increments). 

27 years ago I became a Carriage’er and left the other side. That single event makes me think of 
the legendary Lou Gehrig speech where he says: “Today I consider myself the luckiest man on the 
face of the earth”

Appreciative and Grateful,

Tim
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Email from Kristi Ah You, Managing Partner, Franklin & Downs Funeral Homes, Modesto, CA

From: Kristi AhYou  
Sent: Tuesday, February 22, 2022 7:06 PM
To: Mel Payne 
Subject: Just a big thank you!

homicide victim from 1971 and had accomplished many amazing things at that point. I was at the 

basis. “I am topped out, there is no challenge, I actually want to work harder, but no one around me 
has these same goals, or expectations.” This is when I began to realize that I needed something 
more, but I was not exactly sure what the “more” was. I just knew that I had a drive to do “more” of 
something. I knew I needed to be challenged beyond what I thought I was capable of doing.

I had heard of this quote then, and have many times since, mostly from you, after reading the book 
Good To Great by Jim Collins a few times. “Greatness is not a matter of circumstance. Greatness, 
it turns out, is a matter of conscious choice!” It is truly a matter of choosing to be more, and then 

as a Managing Partner of a brand new acquisition with Carriage Services. (That I just happened to 
have worked at while attending Mortuary College.)

You stated in your 2020 Shareholder Letter, “We have learned at Carriage that if you don’t focus 
intensely 100% of the time on getting your people right who interact with families who have just 

” 

“That’s because you won’t have the right people engaging your client families and learning about 
the life of their deceased loved one, in order to recommend high value emotional ideas and options 
about how best to honor and memorialize the life of their loved one.”  

As you know, I had my own unique experience serving as the Managing Partner and as a client 
family simultaneously. My adult son passed away, and I needed to make funeral arrangements. This 
is when I knew that my focus of 100% getting the Right Who on board mattered.  I trusted everyone 

by putting their own lives aside to ensure that my family, “the client family,” received every detail of 
what I needed to pay tribute to my combat veteran son. This is because of you, Mel, as you have set 

I am continually amazed of the truth in all of this: 

Honesty, integrity, and quality in all that we do is a real thing that matters. Hard work and shared 
success through employee ownership is actually a fact, and proven through actions; for example, 
compensation, being recognized, and treated with respect by leadership. Outstanding service and 

proven by numbers, they do not lie. Growth of the company is driven 
by decentralization and partnership, the realization and understanding of this concept inspires and 
creates a drive to succeed, and it is proven.
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Where is there in the funeral industry that this would even be a possibility? Then you and your 

my expectations. 

Being a part of the achievement of a company whose Mission is: “Being The Best,” is truly 
inspirational, and a driver to actually Be The Best!” –Kristi Ah You

Energy: The passion and drive to get the job done.
Energize: How a leader motivates and gets others excited.
Edge:
Execute: The ability to carry out the plan and deliver results.

The 4E’s are simple to follow and carry out, given the support of Houston & Leadership. Please 
share with them that they matter, as I certainly appreciate all that they do to help us carry out the 
simple goal of caring for families. Working for and with Carriage Services has been an amazing 
journey, and I am blessed to be a part of this outstanding company. 

Here’s to at least 20 more years,

Kristi Ah You
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Acknowledgments

Prior to starting Carriage in 1991 at age 48, I had already lived through many uniquely interesting and  
educational chapters in my life and had been exposed to a number of iconic business leaders and entrepreneurs.   
These included J. Howard Marshall II (deceased), Albert Albek (deceased) and Issam Fares, all of 
whom I worked for, none of which I have mentioned before but each of which had a decisive impact on 
my wealth of experience turning around and financially restructuring companies for someone else, and  
therefore my subsequent career choices including to start and build Carriage from scratch. Last year in 
my 2020 Shareholder Letter I acknowledged Ben Love (deceased), Peter de Savary, Richard Rainwater  
(deceased) and Dr. Chihiro Kanagawa, all of whom had hugely positive impacts on my leadership style and 
thinking prior to starting Carriage. 

So this year I will acknowledge only those who have had a major positive impact on my thinking and (therefore 
my) behavior as an entrepreneurial leader and investor since starting Carriage over thirty years ago. 

Bob Waltrip, Founder, Pioneering Visionary and Chairman Emeritus of SCI. Bob and I developed a 
special and deep personal relationship over the years, especially after our sector crashed in 1999 
from self-inflicted injuries (survivor bonding!).  I haven’t been able to visit my dear friend (age 91) 
for early morning coffee and lively conversation since the COVID Pandemic began, so I will simply 
wish him good health and high spirits until that day when we can again get together to share our  
“unbelievable stories!”

Alan Weber, Tom Tryforos and Will Thorndike, who each have contributed immensely to my  
education and knowledge about the critical importance of capital allocation to superior long-term 
shareholder investment returns.  Alan amazingly first found Carriage in the early to mid-2000’s when 
we were emerging from years of restructuring and turnaround work from the 1990’s consolidation 
mania and market crash in 1999. Alan first bought our shares when they were “deep cheap” because 
we hardly had any Free Cash Flow to allocate!

Alan called me around 2013 and asked whether I had read the book The Outsiders by Will Thorndike,  
saying, “You remind me of some of those CEO’s covered in the book.”  When I said no, he said, 
“I’ll send you the book as a gift.”  Needless to say, I went speechless with surprise that Alan Weber 
would ever think of me in the universe of the eight CEO’s covered by Will as iconic shareholder value 
creators over decades through superior and highly disciplined capital allocation, which included my 
investment hero Warren Buffett!

I later met Tom at a 2016 dinner in New York arranged by Alan, who had informed me of Tom’s  
incredible success as an investor and Board Member of Credit Acceptance (CACC).  Before the  
dinner, Alan printed the three most recent Shareholder Letters of Brett Roberts, CEO, for me to 
study in his office.  Tom joined the Board of Credit Acceptance in 1999 after his sizeable investment  
at $11 per share had fallen to $3 per share (CACC now $527 per share after reaching an all time 
high of $703 on November 5, 2021). Alan had also informed me that Will sent Tom the draft of  
The Outsiders for review before sending it to his publishers for printing, and according to Tom the  
acknowledgment he received in the book “was the most credit I ever received for doing the least  
amount of work!” 

My next stop in 2016 was in Boston to have lunch with Will Thorndike and to find out why and 
how he came to research and write one of the great investment books of our time on eight iconic  
CEO’s and their investing mastery of capital allocation. I acknowledged both Alan and Will in my  
2016 Shareholder Letter, but not Tom, with whom I have briefly met a few times since 2016. I  
always come away from these brief visits with much more wisdom than I possessed before the  
precious amount of time Tom allocated to me, as I have realized (much like Charlie Munger) that my 
remaining time on this amazing planet and in this country, and especially in Carriage, is my most 
priceless asset.

•

•
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value of capital allocation, together with your generous friendship when needed most, have made 
 

Dick Strong and Tony La Russa

my 2016 Shareholder Letter for his personal encouragement to me beginning about twenty years ago 

Dick Strong was the ONLY

 

what the characteristics of an A Player were that could achieve a high level of Standards Achievement  
 

It took years of performance data and analysis along with updating and evolution of the Funeral                     

by entrepreneurial leaders committed to growing their market share and compounding long-term 

is receiving a lot of buzz in the industry as the company where A Player talent can make a difference 
with their contribution to our already high performance and get generously rewarded and recognized 

 
 

 

were equivalent to a language of high performance customized to attract the most entrepreneurial  

•
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models on how to live life to the fullest while giving back to others much more than the blessings their  
 
 

designed to match primarily rescued dogs which had been abused and abandoned to physically  
and/or emotionally damaged veterans from the Iraq and Afghanistan wars so that they could  

 

and a loss of so many soldiers with whom they bonded in Iraq and Afghanistan, leading to an epidemic  
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CARRIAGE 2021 PINNACLE OF SERVICE AWARD WINNERS – HIGH PERFORMANCE HEROES
In alignment with our 2021 theme of Accelerating High Performance Flywheel Effect, I am honored to  

Being The 
Best
group of High Performance servant leaders and their teams of employees embody the innovative concepts 

High Performance Culture Being The 
Best
 

 

 

 
As an essential part of High Performance Culture tradition and language, and our passionate conviction  
that RECOGNITION Being The Best Pinnacle 
of Service Award Winners

 2021 “Being The Best” Pinnacle Of Service Award Winners
 Tim Hauck * #   

 Benjamin Friberg #   
 Ken Summers  
 Alan Kerrick   
 Loren Forastiere  
 Cyndi Hoots   Schmidt Funeral Homes 
 Mike Conner  
 John Appel   
 Jenny Chen   
 Ashley Vella   
 Kevin Latham  
 Brent Harrison  
 Adam Mills   
 Larry Davis *  
         Bunkers Mortuaries  
 David Salove  
 Kim Mulkey   Sterling Funeral Homes  
 Anthony Rodriguez  Higgins Mortuary 
 Dorn Rademacher  
 Jeff Seaman   
 Linda Newsom  
 Johnny Garcia  
 John Bresnahan  
 Joseph Waterwash  
 Andrew Cumby  
 Troy Knutson  
 David DeRubeis  
 Michael Relyea  
 Bob Thomas  Malone Funeral Home 
 David Feeney  Feeney Funeral Home 
 Cesar Gutierrez  Heritage-Dilday Memorial Services 

 *  
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 “Being The Best” Pinnacle Of Service Award & 100% of Standards Award
 Jason Higginbotham  Lakeland Funeral Home  
 James Terry # 
 Steven Mora  # 
 James Bass * # 

 Robert Maclary
 Justin Luyben # 
 Courtney Charvet
 Brian Binion   Steen Funeral Homes 
 Jason Cox #  
 Trent Nielsen
 Nicholas Welzenbach # 
 Kristi Ah You # 
 Matthew Simpson
 Kim Borselli 
 Christine Amittone
 Andy Shemwell
 Betty Cundiff  Lotz Funeral Home 
 Curtis Ottinger  Heritage Funeral Home 
 Chad Woody

 *  
 “Being The Best” Pinnacle 100% of Standards Award
 Buddy Ewing *  Seaside Funeral Homes 
         Rose Hill Memorial Park

 Michael Kelly * #  Resthaven Funeral Home

 Tripp Carter
 Geneva Gullion-Chitty
 Rick Garofola
 Steven Mora
 David Salove *

 Brad Shemwell  Latham Funeral Home  
 Courtney Charvet
 Robert Coleman

 *  
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CARRIAGE 2021 GOOD TO GREAT AWARD WINNERS
Good To Great Award, is directly linked to our annual Being The 

Best Pinnacle Award
Good To Great Awards require high and sustained Being The Best Standards Achievement

Good To Great Journey in 2017 

Good To Great Award  
Winners that sustained a high level of Standards Achievement and Financial Performance while compounding 

 Tim Hauck * # 

 Dorn Rademacher
 Kristi Ah You # 
 Jim Pitts    Buck Ashcraft San Benito Funeral Home 
 Justin Luyben # 
 Steven Mora # 
 Courtney Charvet
 Ken Summers
 John Bresnahan
 Ashley Vella
 Kim Mulkey   Sterling Funeral Homes  
 Jason Higginbotham  Lakeland Funeral Home  
 Jason Cox #  
 Betty Cundiff  Lotz Funeral Home 
 Robert Maclary
 Brad Shemwell  Latham Funeral Home  
 Chuck Williamson
 Michael Relyea
 James Bass * # 
 Michael Bell 
 David Williams  Rader Funeral Home 
 Joseph Waterwash
 Jeff Seaman 
 Linda Newsom
 Chad Woody 
 Bob Thomas  Malone Funeral Home 
 Cesar Gutierrez  Heritage-Dilday Memorial Services 
 Wayne Lovelace
 David Feeney  Feeney Funeral Home 
 David DeRubeis
 Brian Binion   Steen Funeral Homes 
 Joseph Newkirk
 Michele Wegner

 *  
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Board of Directors 
Melvin C. Payne
Chief Executive Officer and  

Chairman of the Board 

Bryan D. Leibman
President and Chief Executive Officer,  

Frosch Travel

Barry K. Fingerhut 
Chief Executive Officer,  

Certification Partners, LLC 

Douglas B. Meehan
Deputy Chief Investment Officer,

van Biema Value Partners, LLC 

Dr. Achille Messac
Former Dean of Engineering at  

Howard University and Mississippi 

State University

Donald D. Patteson, Jr. 
Former Chief Executive Officer and  

Chairman of the Board, Sovereign  

Business Forms, Inc. 

Advisor to the  
Board of Directors
Gregory R. Brudnicki
Mayor of Panama City, Florida

Carriage Services is a leading provider of funeral and cemetery services and merchandise in the  

United States. As of December 31, 2021, Carriage operated 170 funeral homes in 26 states and  

31 cemeteries in 11 states.

Corporate InformationCorporate Information

Independent Public Accountants 
Grant Thornton LLP, Houston, Texas 

Form 10-K Availability 
The Company’s Annual Report on Form 10-K  

for the year ended December 31, 2021 may be 

obtained by writing to: Investor Relations,  

Carriage Services, Inc., 3040 Post Oak Boulevard, 

Suite 300, Houston, Texas 77056; via the  

Company’s website:  

www.carriageservices.com; or via the SEC’s  

website: www.sec.gov.

Common Stock
Carriage Services, Inc.’s common stock is traded  

on the New York Stock Exchange under the symbol 

“CSV”. 

Melvin C. Payne*

Chief Executive Officer and  

Chairman of the Board 

Carlos Quezada*

President and Chief Operating Officer 

C. Benjamin Brink* 
Executive Vice President, Chief Financial  

Officer and Treasurer 

Steven D. Metzger*
Executive Vice President, Chief Administrative 

Officer, General Counsel and Secretary

Paul D. Elliott
Senior Vice President and Regional Partner

Shawn R. Phillips 
Senior Vice President and Regional Partner

Shane T. Pudenz
Vice President of Sales and Marketing 

Peggy Schappaugh
Vice President of Operations and  

Acquisitions Analysis

*Member, Strategic Vision and Principles Group

Transfer Agent & Registrar 
American Stock Transfer & Trust Company, LLC 

6201 15th Avenue, Brooklyn, New York 11219 

800.937.5449  

www.amstock.com

Houston Support Office  
Carriage Services, Inc. 

3040 Post Oak Boulevard, Suite 300 

Houston, Texas 77056 

713.332.8400 

www.carriageservices.com

Forward-Looking Statements
Statements made in this Annual Report that are not historical 
facts are intended to be forward-looking statements within the 
safe harbor provisions of the Private Securities Litigation Reform 
Act of 1995. These statements are based on assumptions that 
the Company believes are reasonable; however, many important 
factors, including factors not in our control, or as discussed  
under “Forward-Looking Statments” in the Company’s Form 
10-K for the year ended December 31, 2021, could cause the  
Company’s results to differ materially from the forward-looking 
statements made herein and in any other documents or  
presentations made by or on behalf of the Company. 

Executive Leadership Team
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