
HR Case Management  
Product Brochure



2 3

Service Management Software 
for your HR Department

HR Case Management

Many organisations are moving towards a Service Desk model or Shared Services initiative to 
facilitate effective employee relations. Sunrise HR Case Management (HRCM) is a powerful and 
comprehensive Service Management solution designed to provide a single place for all employee 
support interactions, allowing you to automate and manage key HR processes, spot trends over 
time, and ensure consistency and accuracy of issue resolution and advice. Sunrise HRCM is ideally 
suited to this approach to managing employees’ cases, queries, requests and documentation,  
and also features an intuitive Self–Service portal for employees.

Sunrise HRCM includes configurable case queues, smart searching, and integrated performance 
reporting, so you can quickly and easily increase the productivity of your HR Service Desk. 

Visibility across all of your HR Service Desk activities is improved, including case activities 
by support agents or external service providers, all prioritised according to Service Level 
Agreements so that you’re always focused on the next most important case.

Sunrise HRCM offers a range of services to support your employees:

Service Desk:

Employee Management:

Service Provider and Contract Management:

Reporting and Analytics:
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Case Management
Sunrise HRCM sits at the heart of your HR Service 
Desk helping you demonstrate the value of HR by 
providing a consolidated central store for all of your 
employee interactions.  Anytime, anywhere web 
based access means that no matter where your HR 
team are located they can log queries and cases on 
any device – saving time and reducing inaccuracies. 

From general enquiries, flexible working requests, 
or even disciplinary procedures, you can manage 
them all to resolution easily and you’ll have a 
complete audit trail every step of the way. The 
Case Management service includes configuration 
work queues so you can ensure that your team only 
see information relevant to their job role and with 
powerful security you can be sure that confidential 
data is kept with the right people.  

Customisable forms are available so you can build 
specific forms depending on the queries or case 
workflow they will follow, along with dynamic 
searching that recommends relevant knowledge 
articles and duplicate queries or cases.  Never miss 
an employee suspension or return to work date 
again with proactive altering set to remind the 
relevant people, directly resulting in cost savings.  

Request Fulfilment
Sunrise HRCM also provides a specific area for 
employee requests - whether your employees 
are calling up to request a copy of the employee 
handbook, see a copy of their P60 or a list of all 
employee benefits – you can record and report on 
all of these requests here.  

This functionality also extends to your employees, 
whereby you can create template request forms 
using the employee Self-Service portal – allowing 
your employees to make requests anytime of the 
day and freeing up your HR Service Desk to focus 
on business critical cases.

Documentation
Generating letters and tracking communications 
against employee cases is simple with Sunrise 
HRCM.  Standard letter templates can be stored and 
managed within the tool and then generated against 
cases and printed out to send to the employee.

Service Desk

Knowledge Management   
Publishing and sharing knowledge of your internal 
processes and new legislation across your HR 
Service Desk ensures your employees receive a 
faster, more consistent response, time after time.   
It even speeds up the time for new HR support  
staff to get upskilled.  

Once you’ve captured your knowledge don’t keep 
it to yourself - you can publish common knowledge 
articles to your employees using Self-Service, so 
they can find the answers to their queries without 
ever having to contact the HR Team.

Organise your valuable information with simple 
category classifications and keyword tags, to  
ensure it can be easily found in the future.

Service Level Agreements
Keeping control of your Service Level Agreements 
(SLAs) is a critical element of successfully delivering 
against your key performance indicators and 
ensuring continued employee satisfaction as you 
resolve their queries and cases.  Sunrise HRCM 
automatically calculates your response and 
resolution targets based on impact, urgency and 
priority. Service level tracking also includes those 
external service providers, such as suppliers, that 
are involved in the resolution.

Your Service Level Agreements even take into 
account the hours and the days you have off, such as 
weekends and public holidays, or you can just “stop 
the clock” manually by putting your queries and 
cases on hold, while you’re waiting for a response.
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All around your organisation there are questions being asked, requests being 
made and cases needing investigating within your HR department. 

Whether these queries relate to payroll, benefits, professional development or 
cases that relate to disciplinary’s, absence or grievances - as a Human Resources 
team you need a centralised location to keep track and manage them through to 
resolution – efficiently and effectively.  However, coordinating responses and 
actions from the appropriate HR Advisor or HR Business Partner in a consistent 
and timely manner can be a real challenge without the right tools. 

Sunrise HRCM provides the ideal platform on which to deliver a consistently 
high-class employee support service right across your organisation.

Case Management

Mobile Case Management
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Self-Service
Self-Service is a proven method of dramatically 
reducing the volume of transactional queries, such 
as maternity benefits or pensions, being reported 
to your HR Service Desk, freeing your agents up to 
be more proactive on the issues that really matter, 
providing a 24/7 online resource for employees to use. 

With a simple to use interface, employees can 
raise their own queries and requests, search for 
answers within an approved knowledge base, and 
even keep their own information up-to-date.

Announcements
Keeping everyone up to date with important 
information is easy with Sunrise HRCM. 

Whether it’s a simple announcement about 
changes to people and processes, or information 
about new or updated legislation, Sunrise HRCM 
lets you make announcements to individuals or 
groups within your HR team, or the entire  
company via Self-Service. 

Gamification   
Reward and motivate your HR teams to improve 
service, resolve employee issues promptly 
and become more productive using integrated 
gamification techniques. Based on common  
HR Service Desk statistics and Key Performance 
Indicators, gamified support processes ensures 
that your team stay motivated and focussed on 
delivering the goals of the business.  

From earning experience and badges to competing 
in challenges against their peers, gamification helps 
deliver a truly rewarding support experience.

Challenge, motivate and reward staff by making 
them feel they are part of a larger objective drives 
up standards, improves collaboration, and helps 
share knowledge. 

Email
Employees often rely on email for concise and 
convenient communication. However, efficiently 
managing the volumes of emails and inevitably 
long email trails can quickly become a headache. 

Sunrise HRCM takes the stress out of email by 
monitoring your HR inboxes and automatically 
processing them. Whether it’s adding new queries 
or requests, updating existing records, or simply 
generating automatic notifications of key events, 
Sunrise HRCM keeps everyone informed every 
step of the way.

HRCM Self-Service

Gamification
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Employee Management

To provide a quality support service 
to your employees you need the 
latest and most accurate information 
at your fingertips. From the first 
interactions to the last, every detail 
of your employee’s lifetime can be 
securely managed.

Candidate and Employee 
Management
At the heart of any effective HR case management 
system is the ability to track every detail of your 
employee from initial interviews, to on-boarding, 
through to active employment, and ultimately to 
retirement or other exit. Sunrise HRCM tracks 
all of this and more, ensuring you have all the 
information at hand when you need to make 
informed decisions.

Sunrise HRCM tracks the department your 
employee works in as well as their normal working 
location. From employment history, absence and 
any warnings over conduct or performance, all 
information can be centrally managed. Employees 
can even update their own personal information 
without having to contact the HR team using the 
Self-Service portal.

Training & Skills
Streamline training requests and the approval 
process, and provide a complete picture of all 
delivered training and the skills acquired by your 
team & employees, with the help of Sunrise HRCM. 
Sunrise HRCM allows the tracking of the training 
courses that your employees have attended, as 
well as the skills that they earned along the way.

In addition, employees can request attendance to 
courses via the Self-Service portal and training 
dates, course outlines, costs and suppliers can all 
be managed from one central location. 

Keeping track of your team’s skills and training 
requirements will keep them motivated and happy, 
whilst ensuring that they are maintaining the skills 
and knowledge needed to deliver the customer 
service you expect. 

Employee Feedback  
Praise or complaint? Whichever it is it’s important 
to capture, investigate and action all employee 
feedback appropriately. Without a controlled 
process customer feedback can become lost in a 
myriad of email trails and informal discussions, 
leaving everyone wondering what the latest update 
is and what progress has been made. Frustrating 
for everyone – especially your employees.

Sunrise HRCM provides a dedicated process for 
managing all employee feedback so you’re always 
up-to-date with the latest status, and can easily 
keep employees informed along the way. Tasks 
can be assigned for investigation, approval, and 
remediation activities, so you can enjoy a full audited 
history of all interactions from the beginning of the 
process to the satisfactory conclusion.

Idea Management
Your staff and customers are a constant source 
of innovation. Whether it’s new products and 
services, or improved ways of doing things, it’s 
easy to harness the creativity of those around  
you with Sunrise HRCM. 

All submitted ideas can be reviewed and approved 
ideas scored according to their business impact 
and benefit. Ideas can even be voted on by staff, 
helping the truly great innovations, with the most 
popular outcomes, to rise to the top. 

Idea Management

Candidate and Employee Management

Training
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Service Provider and  
Contract Management 

Service Provider  
Management
Your HR Service Desk relies on the activities 
provided by external companies to ensure the 
smooth running of your employee services. 
Without a centralised system of record visibility 
of relationships with multiple service providers, 
and the cases they’re involved in, can be difficult. 

Sunrise HRCM allows you to track the details of  
each service provider and the underpinning  
contracts for the services they provide, including 
start and end dates, costs and any special terms 
and conditions. 

With this increased visibility you’ll no longer 
wonder what the latest update will be. You can 
update service providers automatically via email, 
and they can even send updates directly to the 
case by simply replying via email. Pretty soon  
you’ll wonder how you ever managed before.

Service Provider Contract 
Management
Managing thousands of contracts spanning 
hundreds of partners and suppliers can be a 
time-consuming process, especially when they’re 
spread over multiple spreadsheets or systems. 

Sunrise HRCM allows you to manage your 
contracts easily and efficiently in a central 
location, tying them to Service Providers and  
the products or services they provide.

With Sunrise HRCM you can keep on top of the  
critical workload of contract negotiations and banish 
the myriad of spreadsheets containing approved 
Service Providers and their contracts, improving 
productivity and saving you both time and money.

Keep track of the providers of 
external products and services that 
underpin your HR processes and the 
benefits your employees expect. 

Product and Services  
Management  
There’s a constant and growing demand 
for products and services offered by HR 
departments. The need to manage this demand 
is critical to keeping costs down, while at the 
same time providing the innovative products and 
services your employees need to flourish, when 
they need them most. 

Sunrise HRCM allows you to create and sustain your 
own published Service Catalogue from a definitive, 
and approved, library of products and services. 

From this Service Catalogue your customers can 
request pre-defined products and services, and 
instinctively know what they’re getting and when 
they’re getting it.

Service Provider Management
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Dashboards
Having access to the important information  
your teams need to perform is vital.

Sunrise HRCM provides you with complete control 
over the layout and display of your information, 
through an unlimited number of completely 
configurable dashboards and eye-catching gadgets 
that simplify access to the most important 
information and statistics ensuring your staff only 
see what they have permission to see.

Wallboards  
Sunrise HRCM takes data display to a whole 
new level. Using Wallboards, you can have real-
time visibility of your core metrics in an easily 
digestible and highly graphical manner. These 
enable you to identify long term trends and react 
to operational spikes as they happen, helping your 
team to become more proactive. You can even 
publish a Wallboard to management, or make it 
public by displaying your stats proudly on a wall 
for everyone to see. 

Reporting and Analytics

Service Desk Institute 
Performance Results reports   
For those working towards the Service Desk 
Institutes (SDI) accreditation, Sunrise HRCM 
features SDI-accredited performance results 
reports which will help you on your journey 
to achieve SDI certification and achieve best 
practice on your HR Service Desk. 

Management Reporting 
A range of powerful management reports 
provide a deep and powerful insight into valuable 
historical data and support when you need to 
show value to your business. Sunrise HRCM’s 
internal report designer allows both graphical and 
tabular reports to be designed with ease and then 
published so others can share the report.

Knowledge is power.  With a 
wide range of easy-to-access 
reporting options available 
with your Sunrise HRCM 
solution you will have the data 
you need, when you need it.  

An Integrated Platform  
Sunrise HRCM includes both SOAP and REST 
Application Programming Interfaces (APIs), 
allowing your HR Service Desk to integrate  
with external applications. 

Integrate with  business-critical and core HR 
applications, such as employee contact data, 
which need to share data with your HR Service 
Desk, Sunrise HRCM has all the connectivity you 
will ever need.   

Ease of integration ensures a greater visibility 
of critical information across your organisation, 
creating faster information sharing, and a more 
effective business process.

Management Reporting

Dashboards

Wallboards
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At Sunrise it is not just about the product. We also pride ourselves on our 
people and the service they deliver.  From initial design discussions and 
project implementation to ongoing support, you can be sure that we will  
be with you every step of the way.  

The benefits of using  
Sunrise HRCM 
•    Centralise employee queries, cases & documents 

•    Provide a consistent level of service 

•    Be more proactive by using data trends 

•    Improve audit trails 

•    Anytime, anywhere mobile access 

•    Comply with legal obligations and FOI requests

•    Quickly upskill staff 

•    Keep control

Get in touch    
Sunrise HRCM is the back-bone of your HR 
Service Desk operations, enabling you to achieve 
your goals and reach new levels of success. 

To discuss your requirements in more detail and 
to find out exactly how Sunrise can help you 
reach a service desk approach to HR query and 
case management, we invite you to give us a call 
on 020 8391 9000 or email us for a call back at 
enquiries@sunrisesoftware.com

The full package Why organisations choose Sunrise... 

“We didn’t want to be constrained by a software 
supplier that doesn’t let you make changes when  
we need to. Sunrise gave us this freedom.”

 – Plymouth University 

“Sunrise has totally transformed our Service Desk 
environment. We have the right information at our 
fingertips to deliver an efficient, transparent service 
to our users today with the flexibility to do more with 
less, continually innovate and successfully support  
our business in the future.”
 

– United Biscuits 

“I’ve never had this level of advice and support from 
any other company that I have worked with in the  
past. They are a true partner to our business.”  

– Family Mosaic



www.sunrisesoftware.com

Get in touch

Sunrise Software
50 Barwell Business Park
Leatherhead Road, Chessington
Surrey KT9 2NY, United Kingdom 
www.sunrisesoftware.com

T +44 (0) 20 8391 9000
F +44 (0) 20 8391 0404
E enquiries@sunrisesoftware.com

Follow us on Twitter – @SunriseSoftware 
Find us on Facebook – sunrisesoftwareuk
linkedin.com/company/sunrise-software_216430


