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We will explore:

● The problems of having an outdated and unsupported 

Bereavement administration software system.

● Identifying what was needed and the challenges faced in 

delivering a modern digitally focused Bereavement service during 

a pandemic.

● The benefits achieved for partners, staff, and service users.



Who we are

• Wirral Council Cemeteries and 
Crematorium Service

• In service of 320,900 residents

• 1 Crematorium

• 9 Cemeteries

• 3,000+ cremations p.a.

• 500 interments p.a.
Landican Cemetery and Crematorium



The problems of having an outdated and 

unsupported Bereavement administration 

software system.



An outdated system



An outdated system

• Paper based diary booking systems

• Staff resource intensive

• Funeral Directors burial / cremation 

bookings via telephone

• Fewer weekend bookings leading to 

early week bottlenecks



Partnership



Initial Rollout



Identifying what was needed and the 

challenges faced in delivering a modern 

digitally focused Bereavement service 

during a pandemic.



A new challenge



A new challenge

57%
increased 

cremations

58%
increased 

burials



A new approach

CRAWL WALK RUN



A Modular Rollout

Funeral Director Portal 

● 24/7 online bookings

● Paperwork and docs submitted online

● Enabled social distancing and        

remote working

● Reduced / Eliminated FD calls

● Freed up staff to focus                    

on other tasks

● Improved customer experience

Cremation module 

● Integrated management of 

cremations within a single system

● Scheduling and management of 

cremation activities, stored remains 

logging and reminder letters, 

disposals, reporting

● Create and monitor remains 

from a range of reports in 

structured and accessible way



Funeral Director Engagement

• Funeral Directors fully engaged to 

encourage buy in

• Feeling of progression / exclusivity 

within local FD circle

• Phased process to manage and 

minimise risks

• Tailored training inspiring 

confidence and competence



The benefits achieved for partners, 

staff, and service users.



98%
bookings via 

FD portal



Service Improvement

The Funeral Director portal has been invaluable in providing 

a more seamless service to the families we support.

Having access to the cremation diary 24/7 means we can be 

fully present in their time of need - no longer having to 

leave to make phone calls, or wait until the office to open.

It has also been very easy to use, allowing us to view 

clearly all of our bookings at the click of a button.



On Site Verification

11
Additional 
plots found



Benefits

• Improved service levels for bereaved families

• Operational efficiencies and streamlined processes

• Accurate GIS mapping of grave sites

• Enabled social distancing and remote working

• Rejuvenated process, people and systems

• Minimised risk through modular roll out and phased approach

• Increased FD engagement and positive feedback

98%
bookings via 

FD portal



What’s next?

Integrations

● Finance Integration

● API Library

CRM

● Manage Contacts

● Record activities 

● Set tasks

● Produce quotations

● Report on performance

Operations Management

● Burial and Cremation Bookings

● Diary and Scheduling

● Document Management

● GIS Mapping incl. iPad app

● Risk Assessments

● Invoicing, payments, receipts

● Deeds

● Reporting

● Memorial Management

● Permits

● Work orders

Public Access

● Genealogy searches

● Flower orders

● Grave cleaning

● Memory box

Customer Access

● Funeral Director Bookings

● Permit requests

● Online payments



Public Access



Thank you.


