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Beyond 
excellence

With only three letters - nPS (net 
Promoter Score) - it is written 

the path of excellence in customer 
satisfaction. Page 8
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joão vieira lopes, president of the CCP (Confederation 
of Commerce and Services of Portugal). Page 20

Across the country
reinforced presence at invicta with Funeral 
Home avenida Fernão de magalhães. Page 12
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At A time thAt the country is fAcing the trAgedy of the fires and where so many 
human lives have been lost, what can be done to minimize or avoid the calamity that haunts our 
Portugal? As citizens it is incumbent upon us to prevent fires and protect our forest. We hear so 
many times these alerts, but are they present in our daily lives?

 No smoking or lighting fires in the woods;

 Do not throw lit cigarettes or matches through car windows;

 Do not make bonfires and always leave the forest clean when we use it for our leisure, such as  
 picnics, for example;

 When there is a need to make fires, do them with all precaution, with control and fulfilling all the  
 norms of security.

Our rulers are responsible for overseeing and creating rules:

 Identify problematic areas and clean them;

 Develop environmental education campaigns to raise people’s awareness;

 Adopt preventive forestry;

 Planning for afforestation.

In case of fire, call the Forest Protection Line (117) or the National Emergency Number (112). To all 
of our Firefighters: Thank you.

i Am ZenildA Borges, I attend the first year of the Professional Technical Sales Course and I come 
from the Escola de Comércio de Lisboa (Lisbon School of Commerce). It was during a guided visit to 
Servilusa that I became aware of the work of the company and aroused the curiosity to know it better.

Servilusa is concerned not only with the funeral itself, but mainly with the well-being and 
tranquility of the families. The company’s mission is to try to minimize the pain of loss and make 
sure that everything meets the needs of its customers. It has a permanent social responsibility, 
highlighting the attitude of solidarity that has had in relation to the latest news that shake our 
country. In association with the Bombeiros Voluntários de Coimbra (Volunteer Firefighters of 
Coimbra), they collected goods that will serve as an aid to all those who unfortunately were victims 
of the fires.

ZenildA borges (student, Lisbon)

cArlA rodrigues (commercial technician, Coimbra)
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at the end of the first 
semester of 2017, it is worth 
highlighting the growth of 
Servilusa. Not only for the 

growth itself, but because, year after year, 
we have exceeded expectations, be it in 
terms of activity, investment, innovation, 
presence in national territory with stores 
(like the one we inaugurated in June 
in Paranhos, and those of Campanhã 
and Bonfim, which resulted from the 
arrival in February of another family 
- Salgueiro - at Servilusa), funeral and 
cremation centers (such as Cascais, 
which after a year of operation exceeded 
all expectations and is already a national 
and international reference), or even 
activities promoted and supported by 
the company, number of emlpoyees and 
most important, their satisfaction, effort 
and commitment, which is reflected in 
the excellent results in terms of customer 
satisfaction, currently measured through 
the Net Promoter Score (NPS).

Like all Mémora Group, we 
implemented this tool in 2015 and 
the results prove that it was the best 
choice. The NPS, as designed, promotes 
excellence and not mere compliance or 
mediocrity, which allowed us to improve 
when we already had a customer 
satisfaction index of 99%, according to 
the methodology applied between 2001 
and 2015. With NPS we can hear the 
customer better and better, anticipate 
their issues and exceed expectations. 
We have, therefore, been able to stride 
beyond excellence.

None of this would be possible 
without the commitment of an entire 
team. All collaborators are engaged 
in this process, which is to work to be 
more than excellent, more than perfect, 
and get that approval, that trust, from 
the families. This commitment is felt 
at all levels. Let’s see the case of the 
new Operational Center of Coimbra. 

Inaugurated in April, this project is the 
result of the work, commitment and 
dedication of the team from the center 
area, who knew how to overcome all the 
challenges and make Servilusa grow. 
Therefore, this new Operational Center is 
an achievement of the team that should 
be congratulated for it.

 we Are PArt of the community
It is also this team that has stood out 
in solidarity. In addition to participating 
regularly in volunteer projects such as 
those of Associação Integrar [Integrar 
(that means integrate) Association], 
they mobilized the entire company and 
partners to help the victims of the fire 
that flared on June 17th in Pedrógão 
Grande. These are examples that show 
us that the Servilusa’s project, based 
on the values of humanism, dignity, 
responsibility, solidarity, innovation 
and professionalism, is rooted and 
is defended and promoted by all the 
collaborators.

We have people with good 
backgrounds, who propose activities, 
projects and initiatives internally and 
in the community. It is important 
to underline the “+ Health” project, 
presented and implemented by the 
Human Resources and Organizational 
Development Department, which counts 
on the inputs and commitment of all 
collaborators of the company. The result 
is a healthier and more motivated team 
which highlights group spirit, personal 
appreciation and focus on goals.

We are a company that lives perfectly 
integrated in the community, which is 
present in its daily challenges and that; 
above all, celebrates its victories and life. 
Therefore, we support projects such as 
the Corrida do Oriente [Orient Run] or 
the Arraial dos Navegantes [traditional 
popular party of the Navigators’ parish 
with food and music that takes place in 

June here and in other parishes of Lisbon 
in order to commemorate the popular 
saints], but we are also available to know 
and support new initiatives, such as the 
morning of sport that was held in May in 
Gondomar, or the execution and offer of 
shawls to the Associação Portuguesa de 
Apoio à Vítima [Portuguese Association 
off Victim Support].

We have never lost sight of innovation 
combined with tradition, both in the 
offer of the services and in the way 
we position ourselves in the market. 
We highlight the Florista [florist] Online 
service, which will allow families to pay 
their last tribute in an easier and faster 
way, with all the professionalism and 
tradition that they are accustomed; 
and the cork urns, which, through an 
innovative design, enhance the elegance 
of this product designed with a typically 
Portuguese raw material.

Our great pillar – the people – is 
perfectly lined up to the challenges 
of the second semester, which will 
include, in addition to the continued 
strong growth of the company, new 
service segments. We believe that after 
recharging batteries during vacation 
time, all collaborators will achieve 
success in this second semester that 
will be demanding. Good vacations!

a teaM Motivated and 
committed to succeed
Paulo Moniz carreira Business general manager
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funerAl exPo 
reoPens doors 

in sePtember

Batalha hosts the 2nd edition of the Funeral Expo from 22nd to 24th of September. During three days, 
equipment, accessories, products and services for funerary activity will be on display, but debates 
will also take place, like last year, on “relevant issues in the sector,” said the organization. In 2016 
the event had more than 4500 visitors, 80 exhibitors and 6000 m2 exhibition area. For this year, the 
organization predicts “a greater dimension, both in terms of the number of national and international 
exhibitors, and of the space occupied, which will be 10 000 m2”.

Porto da Cruz WitHout FuneralS 
for more than 3 years

The Autonomous Region of Madeira will receive 
8.8 million euros from European funds to address 
the problem of the Porto da Cruz cemetery. Since 
the storm of November of 2013 that the space is 
in imminent risk of collapse, a situation that has 
made impossible the accomplishment of funeral 
ceremonies in this structure of the parish. The project 
“Stabilization of the left bank of Ribeira do Junçal”, 
where the ER 110 is located, under the responsibility 
of the Regional Secretariat for Parliamentary and 
European Affairs, foresees a landfill in the Ribeira do 
Junçal valley to stabilize the land. The operation is 
carried out in the context of promoting adaptation to 
climate change and risk prevention and management, 
with a total expenditure of 11.8 million euros.

30 yearS
of Paris
Between the 23rd and the 
25th of November, the Paris 
Funeral Fair marks 30 years 
of news about the funeral 
industry. Held at the Bourget 
Congress Center, it will bring 
together approximately 150 
specialized companies, 
thus confirming itself as 
an important business 
and innovation-sharing 
point in Europe. One of the 
highlighted topics will be the 
dematerialization of the death 
certificate and the challenges 
that come from it, with France 
pioneering the process. 
Portugal is among the 
first countries to complete 
dematerialization and put it 
into practice.

Eight mummies, several decorative coffins and more than 1,000 funerary sculptures 
were discovered in a sarcophagus near Luxor, Egypt. BBC says that the statues, as it is 
typical of the culture and the time, have been placed along the bodies to support the dead 
on their “journey”, which by this time is already quite long, since the artifacts found will 
have at least 3000 years. The town of Luxor is part of the Valley of the Kings known as 
the sacred site where the pharaohs and the Egyptian nobility were buried for about 500 
years until the eleventh century BC.

There are sTill MuMMies in egypt

 ©

 ©

euroPeAn federAtion meets in lisbon
Lisbon will be the home of the next general assembly of the European 
Federation of Funeral Services (EFFS) on 5th and 6th October. The 
regulation of the sector, the different practices and challenges facing each 
country and the strategies for improving services provided will be on the 
table at a meeting hosted by the Associação Portuguesa dos Profissionais 
do Sector Funerário (Portuguese Association of Professionals of the 
Funeral Sector), while taking care of the Cultural program. In addition to 
the presentations and discussions at the Sana Metropolitan Hotel, there 
will be a dinner at the Espelho d’Água restaurant, next to the Tagus river, 
as well as a trip around the capital on the traditional red tram.

 ©
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the inhabitants of Mem Martins 
now have a new Servilusa store 
closest to them and their needs. 

The priest of the parish, João Braz, 
blessed the space inaugurated on 
June 2nd. “The old store closed doors, 
because it was already outside of the 
center of life of this community. This 
new store came from an opportunity 
to be in a central location, in a 
historical avenue of the parish and 
close to our population”, the business 

general manager of Servilusa, Paulo 
Moniz Carreira, told i-nova during the 
inauguration ceremony.

Regarding its characteristics, Ana 
Aires, coordinator of the Servilusa’s 
stores in the Lisbon area, highlighted the 
fact that it is a store faithful to the image 
of Servilusa, “an open space full of light 
where people can feel comfortable and 
have a personalized service, which 
respects their needs”. In other words, 
“this is a modern area and with a 

modern service, but that maintains the 
traditional concept”, she explained.

It was also to the centrality and 
the greater visibility of this store that 
were the highlights of Carlos Martins, 
commercial and marketing director 
of the company. The new store will 
have space for the development 
of workshops, both in the area of 
mourning and on other matters of 
community interest, similar to what 
happens in other areas of the company. 
“Servilusa is the reference in the 
organization of funerals, but also seeks 
to be a reference in promoting the 
celebration of life, and our focus is on 
families. In this sense, we will organize 
workshops on interest topics for the 
community that we serve, such as 
flower arrangements, tea properties, 
among others”, said the commercial 
and marketing director.

Lucinda Mota, responsible since 
2003 for the old store, transits to this 
new space with a “feeling of joy”. “We 
needed to have facilities compatible 
with our service, because our 
customers deserve the best”, she said 
while she’s distributing flowers to the 
passing people, one of the company’s 
increasingly common approaches to 
the community. 

the 24th of May marked the first year 
of activity of the Funeral Center of 
Cascais, a complex that provided the 

region with services that the population 
lacked. According to Carlos Martins, 
commercial and marketing director of 
Servilusa, this “was a very successful 
bet”, to evaluate by “the receptivity of the 
families and the population, since more 
than 1000 cremations and more than 300 
funeral ceremonies were realized in the 
space managed by the company”. “All those 
who seek this center have transmitted a 
very positive reaction to the comfort and 
tranquility that were the main concerns 
in the projection and execution of this 
project,” says Carlos Martins, who adds 
that the center has been object of many 
international visits of important figures and 
institutions of the sector. As the business 
general manager, Paulo Moniz Carreira, 

refers “is an example in the country, also by 
the architectural question, which combines 
modernity with tradition.”

The private room has been one of 
the most stressed aspects pointed out 
by the families, providing the privacy 
and tranquility needed in such sensitive 
moments. The same reserve is conferred by 
the possibility of isolating the location of the 
coffin through removable glass doors.

“We believe that how many more families 
know the facilities, more they will request 
them if it’s necessary, so that in the next 
two years we expect that there will be a 
gradual increase in the center’s occupation,” 
says Carlos Martins. Paulo Carreira adds 
that, because Cascais is a “good model”, 
it will be expected to be replicated by the 
company. In parallel, new investments 
in this center should be made, related to 
solutions for ash deposition.

in laPa, To The 
sound of VeríssiMo
Servilusa has established an 
agreement with Filipe Veríssimo, 
master of the chapel and titular 
organist of the Porto house since 
2002, for the organization of the 
musical moments of tribute in the 
funeral ceremonies that take place 
in the Church of Lapa. In this way, 
families also have, in addition to the 
usual instruments, the option of the 
4500 pipe organ (largest Portuguese 
symphonic organ), so that the 
most appropriate pieces can be 
interpreted to the desired tribute. 

a year oF cAscAis
funerAl center

NEw SToRE IN  MeM MarTins

 Teresa Mendes    Celestino Santos
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Music stifles the “auches” 
and other interjections of 
who is starting an active 
life. On June 7th, there were 

eight collaborators of Servilusa who, 
after a day of work, still had strength for 
45 minutes of muscle strengthening, 
posture and stretching, the lesson given 
by the personal trainer Carlos Leitão, 
who puts the company in motion every 
15 days.

Initially designed “to give more quality 
of life to the operational collaborators 
of Servilusa and prevent accidents at 
work, this class, held under the ‘+ Health’ 
program, quickly reached the entire 
company,” explains Andreia Paz, director 
of Human Resources and Organizational 
Development, responsible for this 
project. Take the example of Marta 
Fernandes, assistant of the Commercial 
and Marketing Department: “I spend a 

lot of time sitting, so my back resents. 
These classes are important for 
improving posture, but they are also an 
incentive to maintain a healthy life both 
physically and psychologically.”

Bruno Silva, coordinator of the 
Operational Department, could not agree 
more, or he was not the main driver 
of these classes and other projects 
of the company under this pioneering 
program. “I started to go to the gym to 
lose weight and be in better shape and 
I ended up taking other colleagues, but 
I remembered that we could have this 
class here at headquarters and reach 
more people,” said the ambassador of 
the “Healthy Weight Challenge”, also 
running in the company.

The conditions were created for 
Carlos Leitão to initiate a program 
of muscular reinforcement, postural 
correction and combat to sedentary life. 
“In these classes we do a work of low 

heAlthier And more 
motiVAted collaboRatoRs
Promoting the physical and psychological well-being of Servilusa’s collaborators is the goal 
of the pioneering “+ Health” program promoted by the Human Resources and organizational 
Development Department.

 Vanessa Bilro    Celestino Santos

back reinforcement, of the core and of 
activation of the musculature. There 
are also exercises presented so that 
collaborators on day-to-day can better 
adjust their posture and prevent injuries,” 
he explains. By the end of the class, the 
smiles, after the stretches, had replaced 
the effort contortion in the face of the 
collaborators of Servilusa, the personal 
trainer left the “homework” to the 
operational collaborators: “Before work, 
try to do the exercises of warming-up 
that I have shown to you; When raise the 
coffin do not forget that the force must 
be done in the abdominal zone, and do 
the stretches after the effort.”

 + heAlth, + motiVAtion, + 
results
In addition to the posture and stretching 
classes, Andreia Paz points out, the 
“+ Health” program, which began in 
March, also includes projects such as 

Zoom in6



the “Healthy Weight”, the “Challenge 
+ Vaccines”, and “Increased number 
of consecutive days without work 
accidents”, in addition to the already 
known “Course of Psychology of 
Mourning”. All these challenges have 
the common objective, bails the director 
of human resources and organizational 
development, “of the promotion of a 
physically and mentally healthy life 
at work and at home, simultaneously 
contributing to a reduction in the number 
of accidents at work and to the increase 
of communication among everyone in 
the company”. After all, “healthier and 
motivated collaborators work better”, 
says Andreia Paz.

An example of motivation is the 
ambassador Bruno Silva, who in addition 
to encouraging colleagues to attend the 
gym and taking the gym to the company, 
under the “Healthy Weight” is dedicated 
to organize “walks and events such as 
night paint ball or karting “. In addition, 
colleagues frequently receive “reminders” 
from the coordinator of the Operational 
Department so they do not forget to drink 
water, eat fruit, and other suggestions for 
healthy living practices.

In the north and center is Ilda 
Façanha, commercial coordinator of the 
center zone, the source of motivation. 
“I was invited by Dr. Andreia to be an 
ambassador, because I was committed 

to losing weight (until the start date of 
the program I had already lost 35 kg). We 
are organizing a healthy walk and snack 
for the whole family,” she says. To the 
south, Sandra Guerreiro, administrative 

in the Algarve, is who 
encourages the company’s 
collaborators in this 
challenge that she knows 
so well. “I gained 20 kg two 
years ago and I am being 
followed to lose them. I 
have tried to transmit what 
I have already learned and 
I want to organize two 
walks, one in Faro and 
another in Portimão,” she 
says.

 encourAgement 
to body And mind 
lightness
In total, 36 participants 
were enrolled who have 
already lost 2764 kg. The 
north and center zones 
lead, with 15 participants 
and 1194 kg, followed by 
Lisbon with 13 participants 
and 907 kg and by 
the south zone, with 8 
participants and 662 kg 

7

other good heAlth Projects
In addition to the “+ Health” program, the Human Resources and Organizational 
Development Department promotes other actions that aimed the well-being of the 
collaborators and their physical and mental health. “For example, on June 9th, another 
action was carried out at the company’s headquarters to screen for hypertension, 
cholesterol and diabetes, in which 32 collaborators participated,” says Andreia Paz.

Another of the successful actions is the “Breakfast with the Human Resources”. 
Every month six collaborators of Servilusa of different areas are invited to a breakfast 
with the Direction of Human Resources and Organizational Development. “The goal is 
to promote communication, strengthen relations and create a space for dialogue on 
issues of the Servilusa’s common interest,” concludes the director.

lost. “At the end of the year, the zone 
that more kilograms lose per participant 
will be awarded by the company,” says 
the director of human resources and 
organizational development.

Under the “Challenge + Vaccines” the 
incentive system is similar. “The fastest 
zone to have all the collaborators with 
the updated vaccination report will 
be the winner, and in this challenge, 
the ambassador is Rafael Andrés”, 
says Andreia Paz. As for the “Course 
of Psychology of Mourning”, “this one 
is taught to all collaborators of the 
company and will also be available in an 
e-learning system through the Mémora 
Campus,” she says.

According to the director of 
human resources and organizational 
development, the results of the challenge 
“Increasing the number of consecutive 
days without work accidents” are also 
to highlight. At this moment, “we have 
already 68 consecutive days without any 
occurrence, 5% more than in 2016, whose 
maximum number of days was 41”. This 
pioneering program is thus evaluated by 
Andreia Paz as “a success, despite the 
difficulty of changing mentalities, with the 
potential to grow in terms of activities, 
the number of collaborators involved and 
national reach”. 

 ©



“on a scale of 0 to 10, in 
case of need, would you 
recommend Servilusa 
to a family member 

or a friend?” It is with this question that 
the company’s path begins beyond 
excellence in customer satisfaction. “From 
the beginning, we conducted customer 
satisfaction surveys, which were already at 
99%, but by 2015 we felt the need to adopt 
a new methodology that would allow us to 
maximize the feedback received”, explains 

Action flowchArt
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deTracTor

reason

reason doubt

Clarification of the 
situation with the 

collaborators involved in 
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yeS
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of suggestion 

of conduct 
to avoid 

repetition

 Vanessa Bilro

Paulo Moniz Carreira, Servilusa’s business 
general manager.

That’s how the company started to 
write its course in customer satisfaction, 
with only three letters: NPS (Net Promoter 
Score). “With this methodology we 
managed not only to identify customers 
who would return to the company and 
advise it to friends and family (so-called 
promoters), but, more importantly, it is 
possible to understand why they would 
do so; Those who may or may not return 
to the company and recommend it or 

not (passives); And those who just would 
not do it as would discourage others 
(detractors). That is, we can identify their 
reasons, understand them, enhance 
the positive points and correct the less 
positive issues”, explains Rodolfo Pessoa, 
responsible for the Department of Quality, 
Environment and Social Responsibility of 
Servilusa.

Why was that the chosen methodology? 
Paulo Carreira responds without question: 
“The great virtue of NPS is to positively 
value the two maximum levels of the 

Anticipating customer needs and exceeding expectations are key attitudes to walk the path 
of excellence. with the help of the NPS (Net Promoter Score), Servilusa has taken firm steps 

towards more than satisfied customers.

innoVAreinnoVAre

serVilusA is “excellent” And 
is recommended

8 innoVAre



 the scAle  NPS is based on a scale 
of 0 to 10 that identifies the type of 
customer as follows:

 froM 0 To 6  Detractors (They 
would not use the services again nor 
recommend them);

 7 and 8  Passives (They may or may 
not re-use the services, and the same 
applies to the recommendation);

 9 and 10  Promoters (They would 
certainly use the services again if 
necessary and would recommend it).

the Questions  There are two 
factors that allow us to identify the type 
of customer and, secondly, to determine 
what motivates their positioning.

first Question:
“On a scale of 0 to 10, if necessary, 
would you recommend Servilusa to a 
family member or a friend?”

second Question:
In the case of a promoter - “Could you 
please tell us what you valued most in 
our service?”
In the case of a passive - “In your 
opinion what would we have to improve 
in order to obtain a valuation of 10?”
In the case of a detractor - “Could 
you please tell us the reason for your 
dissatisfaction?”

nPs: how does it work?

the cAlculAtion: 
To measure the score, it’s used the 
formula
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eVolution of serVilusA since 2015 (GRAPHIC 1)

defined scale that goes from 0 to 10. 
In other words, it is a tool that values 
excellence and not mere compliance 
or mediocrity. And it is on the level of 
excellence that Servilusa wants to be. 
For this, we must know how to anticipate 
all our customers’ questions and exceed 
their expectations. NPS, through its 
methodology, allows us to do that.”

 Zoom in to the nPs 
In what way? It is the turn of Rodolfo 
Pessoa, the responsible of its management 
in the company, to simplify: “All the clients 
that authorize it, when contracting the 
service, are the target of a contact. During 
this contact a survey is carried out in which 
only two questions are asked: the first 
one is to identify the promoters, passive 
and detractors clients. From there is put a 
new question that allows us to identify the 
reason for the client’s satisfaction or not. 
The advantage is that as we have access 
to the recording of the conversation, we 

can hear and analyze in detail the reported 
situations.”

In this context, Servilusa is not limited 
to receiving the results of the surveys. 
They bear fruit (see “Action Flowchart”). 
“In the case of client promoters, we know 
what is relevant in the service and we 
work to maintain and even promote good 
practices. In the case of the passive clients 
we were able to identify what did not go 
so well so as not to advise or advise the 
company and to adjust our procedures; 
And, as in relation to detractor clients, to 
initiate an internal process to ascertain, 
with all collaborators directly involved in 
the service in question, so that we can 
perceive exactly what happened and if 
it’s something that we can correct or 
implement measures so that it does not 
repeat”, deconstructs Rodolfo Pessoa.

In practice, the great advantage of this 
methodology of evaluation of the NPS, 
adds the responsible of the Department 
of Quality, Environment and Social 
Responsibility of Servilusa, “is, in case of 
doubt, we can access what was actually 
said by the customer.” On the other 
hand, this methodology also allows us 
to “carry out sectoral and intersectoral 
benchmarking, allowing us to know our 
position within the Mémora Group, in the 
sector and outside it [see Graphic 2],” 
Rodolfo Pessoa notes. “As it’s possible 
to see, through sectoral and intersectoral 
graphs, it is not easy to reach the plateau 
of excellence. However, inside and outside 
the funeral sector, Servilusa has always 
stood out with very positive percentages”, 
finishes Paulo Carreira.

 internAl And externAl best 
PrActices
Internally, according to the responsible of 
the Department of Quality, Environment 

and Social Responsibility of Servilusa, the 
results obtained through the NPS have 
been subject of considerable interest by 
the whole company. “The collaborators 
have become used to receive them 
weekly and to consider them for a faithful 
evaluation of their individual and collective 
performance and suitability of conduct”, he 
explains.

Even situations that stem to a passive or 
detractor client that are found that are not 
responsibility of Servilusa are subject to 
measures to be taken by the collaborators. 
“For example, if the less positive point 
highlighted by the client is a delay in the 
payment of the funeral subsidy, which is 
responsibility of Social Security and not 
of Servilusa, we should explain better 
the expected payment timings,” Rodolfo 
Pessoa illustrates.

Considering the rankings generated by 
this tool, the measures implemented by 
the company have contributed to excellent 
results. “Since we started to use the NPS 
we have reached the level of excellence, 
with a yearly growth. Since 2015, Servilusa 
has a score of 75.2% and, since the 
beginning of this year, the percentage 
has risen to 78.5% “, emphasizes Paulo 
Carreira. 

2016 2017

iberiAn inter-sectorAl 
results (GRAPHIC 2)

Hotel 
sector

30,59%

49,60%

71,04%
78,24%

Health 
sector

Funeral 
sector Servilusa

Iberian data accumulated 
up to January 2017 and 
provided by Opinat.
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 Vanessa Bilro    Celestino Santos

It’s as simple as that. From here, 
Servilusa puts at the service of your 

tribute a team of professionals committed 
to making this a unique moment. António 
Ramos, director of the Operational 
Department of the company, presents the 
circuit that will follow your request: “The 
information is received and directed to the 
section of the corresponding area where 
the service is performed. The florists 
starts the production and, when they 
finish it, they deliver the product to the 
professional who, in a refrigerated vehicle, 
delivers on the site of the tribute. If the 
order is made until 5:30 pm, the delivery 
is done on the same day. After that time, 
it will be delivered until 10:00 am the 
following day. “For now Online Florist 
service will be available for deliveries 
in Lisbon and Oporto, but the idea is to 
extend this possibility to the rest of the 
country”, says Carlos Martins.

online flowers 

for A closer 
tribute

Paying respects with flowers will soon be easier with the Servilusa’s online Florist service. In less 
than 24 hours the company will guarantee the delivery of your order with all the professionalism 
and care that the moment demands. we preview this soon new service in four steps.

1 Access serVilusA’s website (www.servilusa.pt)
Now more intuitive and easy to navigate, “the new website has the necessary 

conditions to host this type of service, responding to a need shown by our 
customers”, explains Carlos Martins, commercial and marketing director of the 
company.

2 select the nAme of the deceAsed in the “necrology” 
AreA 

That way, “all information regarding the service will be allocated to the order, 
ensuring that the flowers are delivered exactly the way the customer intends”.

3 choose the tyPe of Product you wAnt
Bouquets, sprays and wreaths will be available with the characteristic flowers 

of the time. “All possibilities will be illustrated with a photograph so that the client 
can have a rough idea of the final result of his order”.

4 select the desired form of PAyment
Payment can be made conveniently by credit card or by sending an ATM 

reference. “After that, the internal procedures are initiated so that the delivery 
meets the expectations of the customer”, says the responsible.

available since June, the new collection of 
urns by Servilusa combines innovation 

with tradition, through the modern design 
that gives shape to a typically Portuguese 
raw material. “Produced entirely in cork, 
Cork Urns are an innovative, 100% natural, 
environmentally friendly and sustainable 
solution,” bail João Alves, responsible of the 
Department of Stocks.

innovation and tradition in a
Modern and eleganT collecTion Thanks to the ability of Servilusa to 

innovate, the idea was proposed and realized 
“by the start-up Cork Soul, a program 
supported by Amorim Cork Ventures”, 
shares the responsible. Currently available 
in two models, João Alves has no doubts 
when affirming that they are distinguished 
by “modernity, lightness, resistance and 
elegance”. The customers of the company 
already agree that, said this responsible, since 
“the feedback has been very positive”.

innoVAre

 ©



the seven operational 
collaborators and two florists 
that give life to the new Coimbra 
Operational Center were already 

installed in the new “house” almost two 
months ago when i-nova visited them 
in early June. However, the joy and 
enthusiasm characteristic of someone 
who is making something new was still 
very visible on their faces. The smile was 
steady in jumping every time one spoke of 
the conditions of this new center, and with 
each word, with each gesture, pride in the 
new space was felt.

Is not for less. “This new Operational 
Center results from the work and dedication 
of the Coimbra’s collaborators, who knew 
how to overcome all difficulties, organize 
themselves and increase our activity and 
market share and, of course, customer 
satisfaction. In essence, they did what 
was necessary to make this company’s 
investment feasible”, tells Paulo Rodrigues, 
Servilusa’s north and center business unit 
manager, in a way to congratulate the team 
for the commitment to this project.

Since the company arrived at Coimbra in 
2008, with the acquisition of the first store, 
“it felt necessary to have an operational 
center, but the space found, provisional 
at the time, ended up having to perform 

functions until April of this year, with all the 
growth that has occurred in the number 
of stores, services and offers created for 
the families”, explains António Ramos, 
director of the company’s Operational 
Department. “This doesn’t mean that 
working conditions did not exist and were 
not improved as needed, but with this new 
center we are more efficient”, he adds.

The reasons for greater efficiency are 
presented by Paulo Varelas, operational 
coordinator of Coimbra. “This new center 
has it all. From the car washing area, which 
is spectacular and separated from the 
other spaces, they are also divided among 
themselves, such as the office, the cafeteria, 
the rest room, the florist or the tanatopraxia 
room, to the fact that it is a space with lots 
of natural light, everything is organized in a 
way that facilitates the work and directs it 
even more to the effectiveness in meeting 
the needs of the families.”

Let’s look at the example of the  

Coimbra’s collaborators have worked happier since the new operational Center was 
inaugurated three months ago. i-nova went to know the corners of the house.

thanatopraxy room “Until we had this 
center, thanatopraxy was performed 
in Figueira da Foz, which implied 
the displacement of an operational 
collaborator to transport the deceased, 
who had to wait for the thanatopractor to 
complete the work, to return to Coimbra. 
Today the tanatoprator performs the work 
here and the operational is free to perform 
other functions”, he details.

Aligned at the entrance of their “new 
house”, the seven operational collaborators 
and the two florists helped i-nova team 
to save this moment for posterity before 
returning to Lisbon. The result is a photograph 
that shows true satisfaction at work. After 
all, it was a project conquered by these 
professionals, that even in the changes there 
were no day off or vacation time that would 
prevent them from rolling up their sleeves. 

 Vanessa Bilro    Celestino Santos

more oPerAtionAl 
since APril

11Across the country
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the presence of Servilusa in the 
north, mainly in Oporto, is stronger. 
The reason is the entrance to the 
family of the funeral home Avenida 

Fernão de Magalhães, with a store in Bonfim 
and another in Campanhã. Paulo Rodrigues 
Servilusa’s north and center business unit 
manager, admits that the project of expansion 
of the company in Invicta has gained more 
interesting contours after the “yes” of this 
funeral home, which i-nova went to know.

 successful fAmilies generAte 
successful PArtnershiPs
The former owner, Fernando Salgueiro, 
now a consultant at Servilusa, explains 

how he came to the sector “by a 
challenge”. “I had a coffee and a florist 
in Paranhos and at one point a cousin 
challenged me to do something different. 
That’s how the funeral home was born on 
Avenida Fernão de Magalhães, in a house 
of hers”, he tells, recalling that the business 
had after moving to another space, in Rua 
das Antas.

Today, Servilusa assumes the 
continuation of this history that began 30 
years ago and, according to Paulo Moniz 
Carreira, the company’s business general 
manager, “it is important to underline the 
tirelessly way in which the former owner 
and António Matos have worked so that 
this meeting of wills comes to fruition”. 

Fernando Salgueiro took on the role of 
consultant and his son-in-law António 
Matos, who was always his right-hand 
man, became part of the company’s 
commercial department besides the 
responsibility for the funeral home’s 
activity.

This is a change in the lives of these 
enthusiasts of the sector who, in their 
words, should have happened earlier. 
“This passage for Servilusa family was 
something I had been wanting for some 
time, because I always wanted more and 
better for the customers of this house. 
The arrival at Servilusa gives us the 
possibility of having more services and 
guaranteeing more professionalism”, 

Cementing its growth strategy to the north, concretely in the city of oporto, Servilusa joined, in 
February, another member to the family: the funeral home Avenida Fernão de Magalhães.

ServiluSa StrengtHenS 
Presence in inVicTa 
 Bruno Silva    Paulo Jorge Magalhães

Across the country
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affirms António Matos, who “excited 
about this opportunity” said that is “like 
fish in the water”. “The ambition is to 
continue to deserve customer preference 
and I believe this is a partnership in 
which both sides win”, he said.

 brAnd AVenidA fernão de 
mAgAlhães bAck to the origins
The feeling is mutual. According to Paulo 
Rodrigues, “this is an important company 
in the city center, with two stores and 
two good locations where Servilusa was 
not present”. For the success of this 
partnership to be complete, only the 
company was missing an “old dream” 
of Fernando Salgueiro: to return to the 
parish where it all began, Paranhos. This 
is what happened on June 12nd.

Servilusa inaugurated a new store 
with the brand “Avenida Fernão de 
Magalhães”, at No. 13 of the Rua do 
Vale Formoso, in Paranhos, and gave 
life to a common will. “Having a store in 
Paranhos was a goal for some time, as 
part of our growth plan in the north, and 
this partnership was the ideal way to 
achieve it, due to the proximity of market 
visions, that view the funeral service 
not as a logistics operation, but with the 
focus on the family”, emphasizes the 
business general manager of Servilusa.

For the company this is, says in turn, 

Paulo Rodrigues, “an opportunity to 
serve a extensive population, which 
Servilusa will want to do empowering the 
knowledge of the previous owners”. And 
for those who do not know the company, 
“serving the population” does not only 
mean providing funeral services.

Who remembers it is Carlos Martins, 
commercial and marketing director 
of the company. “It is our intention to 
turn our stores into meeting points for 

the population. We know that its main 
mission is to welcome people in the most 
difficult moments, but we also want it 
to be a meeting point for more positive 
situations”, he emphasizes. Interested in 
this proximity was also the president of 
the parish council of Paranhos, Alberto 
Machado, who, during the inauguration’s 
ceremony of this new space, praised the 
dynamism of Servilusa and the activities 
that develops. 



“Healthy body, healthy mind” could very well be the slogan of the set of activities promoted and 
supported by Servilusa, in the area of sports and physical activity, within the sphere of its policy 
of social responsibility. In this edition, we show Gondomar moving against cardiovascular diseases 
and the 16th edition of the Corrida do oriente (orient Run), not forgetting the traditional Arraial 
dos Navegantes (traditional popular fest in the parish of Nossa Senhora dos Navegantes). After all, 
nothing like the sardine, rich in omega-3, to protect the heart.
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about 200 people accepted the 
challenge of Servilusa to test their 
physical endurance, on May 20th, 

in Gondomar, on a morning dedicated to 
fighting sedentary lifestyle and preventing 
cardiovascular diseases, through Tai Chi, 
Zumba and Body Combat. It was with 
this idea in mind, said Domingos Patricio, 
institutional relations of Servilusa, that the 
company took this initiative in partnership 
with the Union of Parishes of Gondomar 
(São Cosme), Valbom and Jovim.

“Allying these activities to a cardiovascular 
screening is the best we can do, because 
that way people make an assessment of 
their state of health”, he said. José António 
Macedo, president of the Union of Parishes 
and a yoga practitioner, added: “After all 
we are in the ‘month of the heart’ and the 
parish is aging and we need to find a way for 
people to have a better quality of life. It is only 
through these exercises and these activities 
that we can do it.”

Virginia Barros, 75, is an example of 
this. With a physical endurance that could 
make a much younger body envious, this 
swimming and gymnastics practitioner 
argued that “there should be more such 
initiatives because they are always 

PREVENT cArdioVAsculAr diseAses

welcome”. And she assured: “Whoever 
promotes them, I will be there.”

Also the users of the Unidade Residencial 
da Associação Portuguesa de Paralisia 
Cerebral de Valbom (Residential Unit of the 
Portuguese Association of Cerebral Palsy of 
Valbom) asked for “bis”. Invited by Servilusa 
to be present at this initiative, the opinion 
was unanimous: “Here we breathe better, 

When the elderly of the Centro 
Social e Paroquial de Moscavide 
(CSPM) [Social and Parochial 

Center of Moscavide] arrived at the Arraial 
dos Navegantes (traditional popular fest in 
the parish of Nossa Senhora dos Navegantes 
that includes food and music and takes 
place in June as in other parishes in Lisbon 
to celebrate de popular saints) in Lisbon late 
in the afternoon of June 3rd, they could smell 
the grilled sardines. At that time they did not 
know it yet, but they were reach the “best 
arraial in Lisbon”, according to the readers of 
the New in Town (NiT) website. The vote was 

we socializing with other people and we still 
try new things.”

In a way of evaluation of the initiative, 
the president of the Union of Parishes 
also said: “Servilusa has a social aspect 
that we admire a lot. It is good that there 
are companies that think about social 
problems and not only in obtaining the 
profit. I congratulate Servilusa, and this is a 
partnership that could continue.” 

“DISTRACTING THE HEAD” IN
the “best ArrAiAl in lisbon”

  Isabel Marques Nogueira

 Teresa Mendes    Celestino Santos

PHySICAL ACTIVITy AND LIVING ToGETHER 
on the bAsis of A heAlthy life

sociAl commitment
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the Servilusa’s business general 
manager did not run, but wanted 
to support the team of athletes of 

the company who participated in the 16th 
edition of the Corrida do Oriente (Orient 
Run), in Parque das Nações, Lisbon, on 
June 4th. “In addition to sponsoring this 
initiative with monetary values, we insist of 
being present with a team of collaborators 
of the company, which reflects our position 
of supporting local communities”, said 
Paulo Moniz Carreira to i-nova, moments 
before the start.

In addition to the promotion of sports 
and all the work in favor of the local 
community, the responsible of Servilusa 
also emphasized the work done “through 
the Fábrica da Paróquia de Nossa Senhora 
dos Navegantes, which makes possible 
the Navegar Association program, with a 
fundamental role for the children of the 
PALOP (Países Africanos de Língua Oficial 
Portuguesa, Portuguese Speaking African 
Countries) and also Portuguese children”.

One of the volunteers at this institution, 
Paulo Oliveira, who has also been part of 
the organization of the run since its second 

PAVING THE wAy To  “corridA do oriente”

edition, said: “This is a healthy way of 
contributing to create funds for the church 
and we only have to thank Servilusa.” 
Already Pedro Pires, also of the organization, 
stressed that “only thanks to Servilusa and 
other sponsors is that the run is possible, 
since it has very high fixed costs”.

This was one of the first initiatives of the 
community, as Father Paulo Franco, 12 
years in this parish, recalled, and whose 
mission was the construction of the 
church that today serves the population. 
Although the first objective is fulfilled, “its 
importance remains, since the funds are 
fundamental to amortize the payment of 
the church and, above all, to contribute 
to the fraternization”, defended the 
parish priest. He added: “It is important 
to underline the social responsibility of 
Servilusa, a company that seeks to be 
present and has a positive contribution to 
the society in building this community.”

On the finish line, Servilusa’s business 
general manager did not miss the 
ceremony of podium, as has been a 
tradition. This year was Carlos Tiago, from 
Belém Runners, the first to cut the finish 

line, with time of 34m17s, followed by his 
teammate Hugo Augusto (35m14s). Third 
place was won by athlete Luís Santos, 
from A. Vale Silêncio. On the ladies’ side, 
Celma Bonfim, of JOMA, was the first 
ranked (37m42s), followed by Margarida 
Dionísio (38m25s), ACR Senhora do 
Desterro, and Lucília Soares (40m34s), 
Catagás Vulcano. 

held from June 13rd to 30th and the results were 
released on the first day of July.

Servilusa has already supported this initiative 
since the first editions and this year was 
no exception. It is with this type of support 
that people like Idalina Santos, 84, have the 
opportunity to “leave home, socializing and 
distract the head” and even to remain “young”.

“More than a snack, the important thing is this 
relationship of proximity, trust and recognition of 
institutions that are well organized”, says Pedro 
Costa, responsible for Institutional Relations of 
Servilusa in Greater Lisbon, who accompanied 
the action. According to the promoter, “providing 

the elderly with this little ‘mime’ symbolizes the 
will of Servilusa to reach out to people and to 
create bonds of trust, to promote socializing and 
to get to the bottom of what is truly important: 
people”.

Among slices of chorizo and bifanas (pork 
steak sandwich), Joaquim Figueiredo Monteiro, 
67, a volunteer in the Parish of Nossa Senhora 
dos Navegantes for ten years, said that this 
is “an excellent initiative”. The social worker, 
Inês Gaiolas, representative of CSPM, thanked 
the company for “being always available and 
receptive”. “These actions are always important 
and this very poor population thanks”, she said. 

 Teresa Mendes    Celestino Santos



16

Faced with the calamity of the fires that 
devastated the center of the country 

during the month of June, Servilusa decided to 
proceed with a national action to collect food 
and clothing, which were sent to the Operational 
Center of Coimbra. “After the challenge launched, 
there was an immediate response to the 

action ‘Let’s Help - Fires Zone Center’”, says 
Rodolfo Pessoa, responsible for the company’s 
Quality, Environment and Social Responsibility 
Department.

During the first days, were collected and 
delivered to the União das Misericórdias (Union 
of the Mercies) about 350 kg of clothing, bedding 

tHe tragedy tHat 
united Portugal 

also MoBilized 
serVilusa

imagine passing by the door of a funeral 
home and in the store window see shawls, 
many shawls, colorful and different shapes. 
It may seem an improbable scenario, but 

that’s exactly what we found in the Servilusa’s 
store in Cacém. The company, which has 
led initiatives to promote exchanges of 
knowledge, making its stores available to 
the communities, currently receives the 
“Workshop of Shawls in crochet - ‘crocheting’ 
for a cause”.

In Cacém, the group coordinated by the 
teacher and mentor of the project, Madalena 
Fernandes, has already made 55 shawls 
(and has 15 in execution) that on November 
25th will be delivered to the shelters of the 
Associação Portuguesa de Apoio à Vítima 
(APAV) [Portuguese Association for Victim 
Support]. “Usually the funeral home is a 
place from we fled, so I thought it was a 

brilliant idea to make this kind of initiative 
in this space, because it demystifies the 
environment we normally find,” says the 
teacher, who admits that helping those who 
need it most was one more reason to lift this 
action.

“We can live here, do different things and 
that’s great. I ended up suggesting this shawl 
workshop and that is how this project was 
born. The shawl means the embrace we are 
going to give to women victims of violence. I 
think it is a symbolic gesture, but it shows that 
we are at the side of these people”, she adds.

Of course, for the students crochet 
afternoons are a joy and some even have 
pick up again a hobby that was forgotten 
long time ago. “I would not say it’s like riding 
a bike, I had to learn it again, but then it’s 
getting better”, confirms Otília Silva, who 
besides wanting to help says that she sees 
this activity as a challenge. “This help us 

to keep our heads working and in the end 
knowing that we help someone makes us 
even happier. It’s a reward”, she exclaims.

 sociAl resPonsibility:
from role to lAnd
In the “Workshop of Shawls in crochet - 
‘crocheting’ for a cause” there are people 
who come from far and the scheme is easy: 
someone takes the wool and then brings the 
shawls, as in an authentic production line. 
It is necessary to help and in this mission 
Maria João, who is in the store every day, is 
the familiar face for all these students, who 
confirm that it is because of her that these 
initiatives are a success.

Alexandra Calado, from Servilusa’s 
Institutional Relations Department, 
explains that this type of action is not new 
to the company and often comes from 
customer suggestions. “The proximity to the 
communities where the stores are located is 
part of the company’s strategy to promote 
an effective social responsibility action”, she 
emphasizes.

For the institutional relations of the 
company, “it is important to have these 
living spaces to take people from home and, 
moreover, in this particular activity, achieve 
the additional to promote the fine motor skills 
for these ladies”. The delivery of the shawls 
to APAV “is a symbolic gesture, but with a 
very sentimental and genuine character”, 
concludes Alexandra Calado. 

Servilusa opened the doors of the Cacém store, which 
became an atelier. Here “crocheting” shawls with lines of 
solidarity, since the pieces will be offered to the victims 
of violence.

tHe SHaWlS tHat 
Will emBraCe The 

VicTiMs of Violence

 Bruno Silva    Celestino Santos

sociAl commitment



In Coimbra there is an association - Integrar - that has made 
a difference in the lives of the population in need and the 
collaborators of Servilusa.

 Vanessa Bilro
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The Integrar association was created in 1994 by professionals in the field of social 
reintegration and in 1997 it was granted the status of Private Institution of Social Solidarity. 
Its goal is to develop decentralized actions in the municipality of Coimbra supporting 
disadvantaged groups identified during the visits or by the street teams. However, affirms 
the president of the direction, Helena Pereira, “it is not a charity”.

“We have technicians in various areas who develop specific or fixed projects, such as 
support for the homeless or the “Solidarity Kitchen”, which help with dignity, and who also 
support the volunteers, so that they know how to speak and act with the users, appealing 
to the sensitivity to identify possible situations of reference for intervention”, she adds. As 
for Servilusa’s volunteers, the technician Sara Teixeira does not spare praise: “They often 
participate, mainly in “Solidarity Kitchen”, always cheerful and well disposed, and many do 
more than what is requested, bringing, for example, food.”

About integrAr

“i do not want to live 
institutionalized, because it seems 
like I’m in prison. I cannot smoke, 
I cannot drink Coca-Cola and I do 

not want to wake up at 7:30 in the morning!” 
The sentence, listened by Luís Matos Cabo, 
Servilusa’s institutional relations in the 
center, during the participation in the turns 
of support to the homeless of Integrar 
may “not fall well” to many people. But the 
company’s institutional relations confesses 
to i-nova that, after contact with this project, 
learned “not to judge”.

This was also the main lesson that Ivo 
Peralta, commercial technician at the 
Adelino Martins store in Coimbra, and Ilda 
Façanha, commercial coordinator of the 
center, drew from this experience, which 
also extended to the “Solidarity Kitchen” 
project of the same institution. “Looking 
at people who today have nothing but who 
still wear brand-name clothes, although 
visibly worn, reminds us that difficulties 
do not choose social statements, age or 
gender. It can touch everyone“, warns the 
commercial coordinator of Servilusa.

Therefore, “when we see someone 
eating seven soups during the turn and 
being criticized for not having lunch 
because it was a fish dish that the person 
did not like, we have to learn to understand 

the reality of that person instead of 
condemning”, adds Luís Matos Cabo. 
If we bother to understand, adds Ivo 
Peralta, “we realize why there are people 
who, despite the harshness of the street, 
prefer to sleep on a cardboard then to be 
institutionalized”.

 leArning to be A Volunteer
This doesn’t mean that there are no rules. 
“They have to exist, even because the 
resources are limited, however, there are 
ways to transmit them and the help has 
to be carried out with dignity”, explains the 
commercial technician. It is why all the 
volunteers involved in Integrar projects are 
followed by the technicians of the institution 
and learn to be attentive to the several 
situations and to manage the available 

resources. This was done by Ivo Peralta, Luís 
Caridade, commercial technician, and Luís 
Matos Cabo, in February.

“First, we collected the food from the 
partner patisseries, then divided them by 
bags, depending on the quantity, and in the 
end we put the soup, the coffee and the milk 
in the transport so we could start the turn”, 
says Ivo Peralta. And he adds: “Everyone 
already knows that we give a bag to each 
one and that they can serve themselves 
once of coffee, milk and soup, and can only 
repeat when all have been served.”

In “Solidarity Kitchen”, the rules are 
similar. On November 3rd and 4th, Ilda 
Façanha and her daughter Beatriz, Luís 
Matos Cabo, Carla Rodrigues, commercial 
technician, Andreia Pedro, coordinator of the 
stores in the center area, and Afonso Cortez, 
operational collaborator, took command. 
But not of the cooker. “There are permanent 
volunteer cookers at Integrar. Our support is 
for the preparation of the food to be made 
and then for the packing in boxes, which are 
delivered to the people helped along with 
a friendly word”, explains the commercial 
coordinator of the center.

It was the contact with these people that 
Ilda Façanha highlighted from this experience. 
“Above all, this was an opportunity to show 
my youngest daughter that in life, not 
everything is easy, although some of these 
people teach us great lessons on how to deal 
with difficulties,” she concludes, referring 
to a lady of 70 years old who, when asked 
by a volunteer about not having socks in 
the middle of winter, answered with a smile 
that was full of heat because she had been 
walking a lot that day. 

and footwear donated by both Servilusa’s 
collaborators and partner institutions. In parallel, 
it was offered a 100 euros bank check to the 
Associação dos Bombeiros Voluntários de 
Coimbra (Humanitarian Association of Voluntary 
Firemen of Coimbra).

The fire that flared on Saturday, June 17th in 

Pedrógão Grande, was the most deadly casualty 
in recent decades in Portugal and one of the 
most serious in the world in recent years. Sixty-
six people died, more than 200 were injured and 
at least 150 displaced, in a tragedy on which 
daily attempts are made to determine causes 
and responsibilities.

to HelP,
we MusT noT judge  ©

 ©
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nuno Silva, 54, is undoubtedly 
the best-known collaborator 
of Servilusa in Amoreira, in 
the municipality of Cascais. 

“I cannot do the main street without 
stopping to greet someone. Even when 
I walk with my wife it takes 1h30 to do a 
10-minute journey, because I’m stopping 
to talk to people”, comments the Agnus 
Dei manager and institutional relations of 
Servilusa.

But do not think that “fame” comes 
from the funeral sector. “My family had a 
drugstore, which comes from the time of 
my grandparents, where I started working 
with my parents and I kept it until 2005,” he 
explains. At that time, he continues, “we did 
not limit ourselves to selling the products, 
many of them were manufactured by us, 
such as lime, glitter, oil for furniture and 
even bleach, besides helping to write and 
send letters and orders from who ask us for 
the Ultramar [overseas, meaning countries 
that at the time were part of Portugal and 
were called overseas provinces].”

That Nuno Silva was one of the most well-known people in 
Amoreira all the collaborators of Servilusa knew it. But that 
this coworker is also a full-hand cook nor everyone knew it. 
Cod, corvina and cakes are the specialties.

It is clear, therefore, the constant in and 
out of the drugstore reported by Nuno Silva, 
which resulted in the extreme confidence 
of the Amoreiras’s population in his family. 
And this confidence “worsened” with the 
departure of the now Agnus Dei responsible 
and institutional relations of Servilusa for 
the funeral sector. “It was just after finishing 
high school. Mr. Antero, former owner of 
the Funeral Home of Amoreira-Estoril, now 
part of Servilusa’s family, invited me to start 

working with him. I did it for a while, but 
I did not want to integrate the company 
permanently because I was ashamed”, he 
says.

The second time was for good. “In 2001, 
my childhood friend Rui Almeida invited me 
to join the Agnus Dei project. I accepted and 
we were able to build a successful company 
in the sector not only for innovative ideas, 
but because people trusted us”, he reflects. 
Success was increasing and so was work. “It 
came at a time when we needed to grow and 
integrate Servilusa was the answer”, says 
Nuno Silva, who has supported this decision 
since the first hour.

 Quiet At work And with fAmily
Today, the Agnus Dei manager and 
institutional relations of Servilusa continues 
to deserve the trust of the population that 
frequently searches for him in Agnus Dei 
and maintains the way of working that has 
always distinguished him in and around 
Amoreira. “I work because I like it and I do 
nothing against will. Servilusa never imposed 
anything on me, always respected us 
immensely and showed interest in our way 
of working and in our ideas. All edges were 
filed with training and could not be more 
satisfied”, says Nuno Silva.

It is perhaps because of this, and because 
of the quiet family life he describes, that 
the manager and institutional relations of 
Servilusa conveys calm and serenity to every 
word, despite the whirl of working in the 
sector. “I take all the free time to be with my 
family. We have a house in Golegã, where we 
go for the weekend and on vacation”, he says.

There, the whirl is another. The “in and 
out” is cod, corvina and other delicacies in 
the wood oven that he built on the property. 
“I really enjoy cooking and eating, especially 
fish. I also like to make cakes. So it’s always 
me who takes the grill and the oven when 
we join family and friends around the table”, 
shares Nuno Silva. 

 Vanessa Bilro    Celestino Santos

resPected in 
aMoReiRa and 
in the kitchen
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since 1982 (creation date) national 
regulation of the funeral sector 
in Italy has been revised and 

updated, but in recent years regional 
regulation has gained emphasis, creating 
differences throughout the territory with 
respect to the practices of the area, 
explains Giovanni Primavesi, member of 
FeNIOF (Federazione Nazionale Imprese 
Onoranze Funebri), the oldest (from 1965) 
professional organization of the sector 
in Italy, and president of EFFS (European 
Federation of Funeral Services).

The regions prefer to self-regulate 
according to their specificities and culture 
and a latent proof of this is in the numbers 
concerning cremation. “It has a great 
diffusion in the north of Italy. In major 
cities, such as Milan, cremation reaches 
60% of the deaths. On the other hand, in 
the south of the country, there are cities 
in which this process almost has no 
expression, staying at rates of 1%”, says 
the responsible. The explanation is based 
on the “different cultures and traditions” of 
the country, but also on the “weak diffusion 
of crematoria in the southern regions”, 
believes the Italian.

 begins At the hosPitAl
Despite the differences, there is a crossbar 
that unites the country: Catholicism. As in 
Portugal, “most ceremonies are linked to 

the Roman Catholic Church”. In addition, 
national law requires that all funerals be 
held at least 24 hours after the death, and 
most of the ceremonies have the starting 
point at the hospital. “Considering that 
75% of the deaths occur in the hospital”, 
explains Primavesi, “families can opt for a 
funeral on the spot or by transporting the 
coffin to the appropriate parish”. This is 
because almost all hospitals have a small 
church or chapel. But “the wake rooms in 
the hospitals are not always open, so it 
is very difficult to be able to veil the body 
during the night”, explains the professional.

 more And more choice
In terms of business, “the most important 
innovation [of the sector] is the possibility 
for [the population] to have access to more 
‘funeral homes’, and there are already 
about 350 facilities throughout Italy”, 
reports Giovanni Primavesi. Although 
in most cases regional regulation does 
not break with the national word, in 
this case, the Italian system faces a 
challenge, since “’funeral homes’ are not 
allowed by national law but by various 
regional regulations”, he explains. The 
national funeral law - whose approval in 
parliament is expected shortly - should 
therefore include a special section for 
the construction and the use of such 
equipment. 

aPPsf in
The world
fiaT/ifTa icd MeeTing of The 
naTional MeMBers. A meeting 
of FIAT/IFTA (Fédération Internationale 
des Associations de Thanatologues/                   
/International Federation of Thanatologists 
Associations) was held on 25th May in 
Valencia, Spain, with the presence of the 
Associação Portuguesa dos Profissionais 
do Sector Funerário (APPSF) [Portuguese 
Association of Professionals of the Funeral 
Sector]. Among the main themes, the 
APPSF president, Paulo Moniz Carreira, 
highlighted the lecture held by Mémora 
Internacional (through its platform 
operated in Lisbon by Servilusa) around 
international translations, which have seen 
a growing relocations to southern Europe, 
as a result of security threats in areas such 
as Asia, the Middle East and North Africa.

The situation of the Funeral Heritage 
working group, with presentations 
from China and Poland, should also be 
highlighted; As well as the decision to 
participate in UNESCO’s partnership 
program between the European Union 
and Africa as a non-governmental 
organization under a special 
consultative status for the development 
of burial legislation and death care 
regulations. 

In the education/training fields, the 
FIAT-IFTA Funeral Exchange Program 
was highlighted, with a pioneering 
presentation by Japan. The FIAT/IFTA 
Strategic Plan prepared by the Planning 
Committee was also presented. The 
next IFAT/IFTA International Convention 
is already scheduled for July of 2018 
and will be held in Bolivia, fulfilling 
the tradition of being host by the 
president’s country.

reView of en 15017:2005. The 
board of the European Federation 
of Funeral Services (EFFS) remains 
committed to the revision of European 
Standard 15017 - funeral services 
by a committee which includes the 
Portuguese representation by the 
APPSF indicated by the IPQ (Instituto 
Português da Qualidade) [Portuguese 
Institute of Quality]. In this context, 
new drafts have been submitted, in 
accordance with the procedures of 
the CEN (European Committee for 
Standardization), which aim to assist 
in the discussion of the subjects 
to be regulated, including training 
and funeral materials. The goal, 
therefore, is to “gather consensus 
among all European partners, 
motivating countries to qualify their 
professionals, without disrespecting 
those who already do it”. The next 
meeting is scheduled for the third 
quarter of this year.

effs general asseMBly in 
lisBon. On 5th and 6th October, the 
Portuguese capital will host the EFFS 
general assembly. “It is with great 
expectation that APPSF awaits its 
accomplishment, being extremely 
committed to the organization of this 
event”, affirms Paulo Carreira (see p.4).

Funeral ServiCe in tHe World

 ©

iTaly: BirThPlace of 
The caTholic church

APPsf in focus

In the return to the world of the funerary tradition, i-nova is fixed in 
Italy. In the birthplace of the Catholic Church, regional specificities 
stand out, especially with regard to the practice of cremation.



Points of View

 Vanessa Bilro    Celestino Santos

“The Main ProBleM 
is The inVesTMenT, 

ThaT lowered, 
and wiThouT ThaT 
iT is noT PossiBle 
To creaTe joBs.”

Investment is the key-word for eng. joão Vieira lopes, president of the confederação de comércio de 
serviços de Portugal [confederation of commerce and services of Portugal], when is asked for solutions 
to the country’s economic problems. In an interview with i-nova, this leader praised the entrepreneurship of 
companies that, like Servilusa, invest in the sector in which are inserted, particularly in training.
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 having an active participation 
in the concertação social (social 
dialogue) can be a great challenge, 
especially in these days. how has 
this experience been?
The Concertação Social is a very positive 
institution and the experience has 
been extremely productive and really 
interesting, because regardless of public 
positions, all the major economic and 
social policy issues that are important for 
the country are discussed.

 the dynamization of associativism 
and entrepreneurship in commerce 
and services is one of the main lines 
of action of the confederation that 
presides. what challenges does this 
mission entail in a country with a 
business fabric in the tertiary sector 
with so many asymmetries?
Our great mission has been to value the 

tertiary sector, namely commerce and 
services, and its role in the economy. 
In Portugal we still suffer from a vision 
that points to manufacturing as the 
key element of the economy. It is very 
important, but it is only one part. It is 
incumbent for the Confederação de 
Comércio de Serviços de Portugal 
(CCP) [Confederation of Commerce and 
Services of Portugal] to emphasize the 
role of services, which is an activity that 
employs more than 2/3 of the population 
and contributes more than 60% to GDP 
[Gross Domestic Product], besides 
the importance as an international 
communication platform.

From the associative point of view itself, 
the CCP is very complex. Since 1995 it 
covers services and is made up of 1/3 
by regional associations, 1/3 by sectoral 
associations and 1/3 by activities ranging 
from funeral homes to transport and 
temporary work.

We speak of a representation of about 
150 thousand companies, with a great 
heterogeneity, which has a difficulty and a 
virtue. The difficulty lies in finding points 
of contact and, the virtue, in the fact that 
we are probably the confederation with 
the broadest sensitivity to the country’s 
economic problems.

 what problems in this area are 
prioritized to solve?
The main problem is the investment, 
that lowered, and without that it is not 
possible to create jobs. In fact, in the 
last Concertação Social, even because 
Portugal had left the situation of the 
excessive deficit and some liberation of 
funds, CCP said that the three priorities 
were: investment, investment and more 
investment.

Alongside this, the qualification is 
extremely important, because Portugal 
is not a country with natural reserves of 
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many products, and what we have that 
put us at a competitive level is human 
capital. We must invest in the valuation 
of human capital and it is in this context 
that we integrate professional, academic 
and research training. Portugal has 
taken important steps in this area, but 
it is still far from achieving that which 
matters. The third aspect that we 
consider central is the valorization of 
our territory as an interface between the 
different continents, both logistically 
and in terms of knowledge.

 in this context, in your 
perspective, what is the 
importance of the companies 
being entrepreneurs and investing 
in the sector in which are present, 
as servilusa does in the funeral 
sector?
There is no sector that can 
spontaneously improve. It is necessary 
investment and that it has profitability, 
especially if it is towards the users. 
Companies have to approach, in 
any sector, what the sensitivity and 
aspiration of consumers is.

In this aspect, in the funeral sector 
there are companies that have 
made this effort and nowadays, 
especially in the big cities, there is 
a very adequate service provision. 
Therefore, we consider positive that 
there is investment in this sector, and 
companies that do not have the capacity 
and the way of organization to do it will 
probably not remain.

 investment in training has been 
one of the ways in which human 
capital is valued, another of the 
priorities it has mentioned, found 
by servilusa, either internally 
or through the Associação 
Portuguesa dos Profissionais do 
sectaor funerário [Portuguese 
Association of Professionals of 
the funeral sector] and other 
partnerships. how do you look at 
this bet of the company?
Investment in training is very important 
not only in terms of the active life of 
companies or even the entrepreneurs 
themselves. In this context, we consider 
positive the commitment that Servilusa 
has had in this area, concretely in some 
projects that we support, namely in the 
Escola de Comércio de Lisboa [Lisbon 
School of Commerce], of which CCP is a 
shareholder.

The arrival of João Lopes Vieira to the CCP, first as executive vice president and, 
since 2010, as president coincided with important changes in the funeral sector. 
“The confederation allowed me to cover a whole range of sectors I did not know so 
well. In the case of the funeral sector I knew it badly, but this phase of my presidency 
coincided with a moment of some turning”, he says.

According to this experience, this leader highlights the new reality: “I think the 
concept of service has become much more professionalized, trying to understand how 
the consumer can have access to this area in a more positive way. There has been a 
quite great modernization of the historical view of this sector, which in the past was 
associated with a negative and devalued vision and even a certain exploration of 
feelings. Today, the sector’s effort has brought it closer to what people expect when go 
through these more troubled times.”

getting to know the funerAl sector better

 And that has already resulted 
in the integration of some young 
students into the company.
Yes. At the moment, I represent CCP at 
the Escola de Comércio de Lisboa and 
I think this partnership with Servilusa is 
relevant at two levels. First, it means that 
the CCP and the institutions to which it is 
linked operate in a modern and unbiased 
way. Secondly, we are very committed to 
training in vocational schools as a way of 
guaranteeing employability. That is, we 
defend, in relation to people who, due to 
financial difficulties or by choice, do not 
want to follow university pathways, that 
professional education prepares better 
for employability than a purely academic 

solution. That is one of the reasons 
why the confederation and many of our 
affiliated associations are engaged in 
professional schools.

 in short, how do you assess the 
relationship between ccP and 
servilusa?
For our part, even for the role it has in 
the association of the sector in which 
it is affiliated, it has been positive. As 
well for the relationship with the Escola 
de Comércio de Lisboa. Regardless of 
whether we defend collective interests, 
the individual relationship with a set of 
entities ultimately helps us to realize 
these interests. 
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A bucolic summer with a basket at the steering wheel of a bicycle or a towel with 
little squares stretched out by the pool is not too much to ask for. with the help 
of Saveur and Elle magazines, i-nova presents you four suggestions to get around 
the head and the world.

 Rute gonçalves

TRAVEL wITHouT LEAVING

the “tAble”

15 MIN. oF PREPARATIoN

PreParaTion: Mix the vinegar with the olive oil, the lemon juice, the honey and the mustard in a jar. Add avocado into cubes, cheese, 
mango pieces, strips of smoked salmon, arugula and pinions. Close the jar and take 5 minutes to the refrigerator. It is ready to serve.

PreParaTion: Separate egg whites from egg yolks. Beat the egg yolks with a spoonful of sugar and add the cottage cheese. 
Add the whisked egg whites. Cut the melon in half and empty the halves. Fill with the cream. Mix together the strawberries with the 
sugar and the lime juice. Put the fruit over the cream. Leave 20 minutes in the refrigerator. When its done, sprinkle with cinnamon.

Prêt-à-Porter sAlAd
For tHe trèS CHiC PiCniC

15 MIN. oF PREPARATIoN
+ 20 MIN. oF CookING

summer 
dessert

For greek dayS

Balsamic vinegar 2 tablespoons

Olive oil 2 tablespoons

Lemon juice 1

Honey 1 tea spoon

Dijon mustard 1 tea spoon

Avocado 1/2

Goat cheese 30 g

Mango 1/2

Smoked salmon 2 trays

Arugula 1 handful

Pine nuts 1 tablespoon

Strawberries 125 g 

Cottage cheese 120 g

Melon 1

Eggs 2

Lime 1

Yellow sugar 2 table- 
-spoons

Cinnamon 
powder

1 tea
spoon

 ©

 ©
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25 MIN. oF PREPARATIoN
+ 40 MIN. oF CookING

FoR THE PASTRy

chicken And 
VegetAbles’ emPAnAdA

Chicken breasts 2

Carrot 1

Onion 1

Garlic clove 1

Celery sprigs 2

Egg 1

Tomato paste 150 g

Red pepper 1

Water a.n.

Olive oil a.n.

Salt a.n.

Cumin a.n.

Egg 1

Wheat flour 500 g

Butter 50 g

Water 125 ml

Sunflower oil 100 ml 

PreParaTion: Cut the celery and the carrot and add water. Season the chicken breasts with salt and add them to the mixture, 
cooking in a pan for 12 minutes. To make the filling, undo the breasts, cut the pepper and the onion in strips. Everything was 
sailed in a fryer with a little olive oil. Sprinkle with cumin. And everything goes to mide fire.

To make the pasta, place the flour, water, egg and sunflower oil in a bowl. Mix everything very well and then knead with your 
hands on a stone table, until the mass becomes compact. Return the pasta to the bowl, piercing it with your fingers. Put butter in 
the holes. Cover the bowl with a cloth and let stand. When the pasta has risen, cut half and stretch with a rolling pin. Divide the 
pasta into portions and brush the same with the remaining egg yolk. Put the filling and the rest of the pasta on top, then brush 
again. It goes to the oven at 180º C for about 40 minutes.

PreParaTion: Preheat the oven to 180° C. Peel, wash and cut the sweet potato into pieces, pour a wire of olive oil and a little 
salt and bake for 15 minutes. Crush the chickpeas and mix all the other ingredients (except the coriander) and 5 cl of water until 
a smooth and homogeneous paste is obtained. Finally, mix the coriander. Put the pasta in a bowl and “garnish” with the sweet 
potato. Sprinkle with a little more coriander and add a little olive oil.

10 MIN. oF PREPARATIoN
+ 15 MIN. oF CookING

reinforced hummus
For a tHouSand and one nigHtS

Sweet potato 200 g

Salt a.n.

Pre-cooked chickpeas 1/2 jar

Sesame seeds a.n.

Lemon juice 2

Uncooked coriander 1/2 coffee 
spoon

Cumin 1/2 coffee 
spoon

Sweet pepper 1/2 table- 
-spoon

Olive oil 5 cl  ©
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