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What is and who are 

Service rePublic?



CUSTOMER SERVICES TRANSFORMATION  IN 

CORK COUNTY COUNCIL

DEC 2014 JAN 2015 MAR 2015 JUL 2015 AUG 2015 FEB 2016 APR 2016 NOV 2016 JAN 2017 MAY 2017 AUG 2017 SEP 2017

Perceptions Survey commissioned 
by Cork County Council about how 
personal & business customers feel
about the council services

Fieldwork carried out 
for the perceptions survey

Tender undertaken for the review 
of services at local offices around 
the county.

Tender is undertaken for the 
provision of a customer service 
portal

Customer Service Review 
project commences around
the county

Customer Service Review 
final report and transformation
roadmap produced

Contract for provision of customer 
experience portal commences with 
Firmstep

www.yourcouncil.ie portal goes 
Live with 30 online services

Service rePublic Team formed in 
Cork County Council and service
design live projects commence

Official Launch of 
Service rePublic Centre

Service rePublic Programme of 
service design projects ongoing

Service rePublic hosts the 
International Service Design 
Experience In Cork. 
www.servicedesignireland.com

http://www.yourcouncil.ie/
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Senior Management at Cork County Council 

wanted to improve customer and staff outcomes 

county-wide and set up a centre to use and 

showcase service design approaches. 

With a council in the process of ‘going digital’ we 

saw an opportunity to ensure services were led 

by user needs.

Firmstep Customer Experience Platform allows 

us to prototype and develop online customer 

experiences.

Customer facing portal for 24/7 access to 

Customer Services supported by a back office 

CRM database for staff. 
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“Great.  Fantastic means of contacting the 

council with a very easy to use format” 
Dog Licence Application

“Great new service, very easy to use.  

Fast & efficient …” PrePlanning Meeting Request

“Very helpful compared to other councils” 
Ask a Question

“Great idea to be able to report a 

problem in the playgrounds like this” 
Report a Problem
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Online Services

YourCouncil.ie is customer facing DASH is available to staff only
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