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Cornwall Hospice Care is a Cornish charity that provides 

specialist care 24/7 for people with terminal illnesses. 

Their clinical teams support patients and their loved ones 

at Mount Edgcumbe Hospice, St Austell, St Julia’s Hospice, 

Hayle and in the community. Their vision is for all people 

living with terminal illness in Cornwall to be able to access

the care and support they may need at the time and in the 

place that is right for them and their families. 

As well as the hospices, Cornwall Hospice Care has a large 

retail department, with staff that have been furloughed on 

and off in recent times.
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Keeping a record of DBS checks 
is crucial for us as a hospice. We 
need CIPHR HR because we can’t 
keep up with manually updating 
up to a thousand volunteer 
records, and this affects other 
activity. It’s just going to make life 
so much easier.

Customer 
success story



What did Cornwall Hospice Care want from an HR system?

The Cornwall Hospice Care team is comprised of four HR professionals, including Susan Mansfield and Lisa Bonser, HR 

administrators. They look after a workforce of 299 people and up to 1000 volunteers. Before choosing CIPHR as their HR software 

provider, the team had turned to a popular off-the-shelf product, with unsatisfactory results.

Bonser says, “You couldn’t get much out of it for reporting, so we’d end up going back to the old-fashioned way of spreadsheets and 

counting.”

However, relying on spreadsheets when creating reports is an incredibly time-consuming process, that is open to human error.

Mansfield adds, “I am responsible for most of the reporting, including the board reports and the gender pay, and it’s extremely 

difficult. I’ve got thousands of spreadsheets and that’s the only way I could do it.”

For a new HR system, the team at Cornwall Hospice Care looked for:

 B A user-friendly HR system

 B Self-service absence management

 B The ability for users to upload documents

 B An intuitive system that enables HR to run reports

 B The ability to onboard staff

Why Cornwall Hospice Care chose CIPHR

While the HR team at Cornwall Hospice Care saw lots of presentations from HR software vendors, in the end, it was a personal 

recommendation and the reassurance that CIPHR HR is already being successfully used by other hospices that led to Cornwall 

Hospice Care choosing to go with CIPHR.

Mansfield says, “I had sat in so many sessions with HR system providers, but it just wasn’t working for us. Then our previous HR 

director came across CIPHR HR at the South West HR Forum where one of the other hospices was using it and we went on from 

there.”

And how have the team found the implementation process?

Mansfield says, “We do enjoy our training sessions – CIPHR has some great trainers! Also, we would not have got anywhere without 

our CIPHR consultant. She’s just brilliant – she always finds a solution.”
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Rolling out the system

Getting all staff to use a new system is always a challenge, and Cornwall Hospice Care is rolling out CIPHR HR in phases. One 

approach is to find departments, or individuals, likely to champion the new system and help to spread awareness of the benefits to 

the rest of the organisation.

Bonser says, “We have picked the departments that are quite technically minded first.”

Mansfield added, “One of the first departments to use it is our IT department. If you’re going to roll anything out, you’ll want IT to be 

fully behind it. We then rolled the system out to our finance department and our estates, or the maintenance department, and the PR 

and communications  team.

“Our PR and communications  team are absolutely amazing. They’re really into CIPHR HR and they have, for example, helped us set 

up the photos on our landing page. CIPHR’s implementation team has been very helpful and sent us detailed instructions on how to 

do it.”

The team at Cornwall Hospice Care then decided to send follow-up emails to the early adopters. 

Mansfield says, “I’m sending them all an email asking how they’re finding the system, and if they’ve managed to add their teams. I’m 

also asking them if they want any more support sessions and if they’re experiencing any problems.

“What we’re asking them to do is to put their holidays in retrospectively for this year as well as updating all their personal details. 

Honestly, everybody has been positive about CIPHR HR – they all say it’s very intuitive.”

Ideally, HR teams want to be at the stage where every department has mastered the system, but it’s a gradual process and the team 

at Cornwall Hospice Care focuses on building positivity first.

Mansfield says, “When we roll out the system to staff, we tell them that the system empowers them by being able to self-serve.”

Taking control with self-service

One example of how CIPHR HR empowers staff, with self-service capabilities, is being able to enter their own absences. The HR team 

at Cornwall Hospice Care is looking forward to line managers being able to input sickness and holidays for their staff. 

Mansfield says, “A lot of our staff are on a flexible working pattern, so they never work the same shifts. The line managers will have 

the rota so they will be able to enter their absences accurately. They’ll be able to run absence reports and see when their staff are off. 

Now, line managers ask us about their team’s absence.
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“In terms of holiday, we function now on a system of holiday cards. When staff are on leave, we have to manually calculate how much 

holiday they’ve taken.”

Bonser adds, “CIPHR HR will make our lives easier at the touch of a button.”

Viewing and accepting policies will also become easier.

Mansfield says, “Policies, procedures and job descriptions are all being reformatted and redone, and once they’re on CIPHR HR 

people will be able to say they’ve read the documents.”

Managing the volunteers

Cornwall Hospice Care currently has 300 active volunteers, and up to 1,000 volunteers at any one time, who also require managing. 

Mansfield says, “We ran a session to get the volunteers onto CIPHR HR, along with their location, and our volunteer co-ordinator 

found the process simple. Keeping a record of DBS checks is also crucial for us as a hospice. 

“We need CIPHR HR because we can’t keep up with manually updating up to a thousand volunteer records, and this affects other 

activity. For example, if we wanted to send a letter to the volunteers at Mount Edgcumbe Hospice, we’ll now be able to do that 

knowing that we’ve included everyone. It’s just going to make life so much easier.”

Streamline onboarding

The HR team at Cornwall Hospice Care also have the CIPHR onboarding functionality. Although they are yet to start using it, their 

aim is to streamline the onboarding process.

Mansfield says, “We are hoping to streamline our onboarding going forward. Previously it has been very disjointed with us having to 

rely on masses of paperwork. The ability to cover all the aspects of onboarding using CIPHR onboarding will make it so much more 

efficient.”

Looking forward to new ways of working

Cornwall Hospice Care have taken a gradual, phased approach to rolling out CIPHR HR across their organisation and are now looking 

forward to reaping the full benefits of the system.

Would they recommend CIPHR to other hospices? Bonser says, “Being able to create different shift patterns is an invaluable 

feature for hospices.” Mansfield adds, “The fact that you can see globally who’s off is another great feature for hospices. So yes, we’d 

recommend CIPHR to other hospices without a shadow of a doubt.”
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