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Social policy work in the Citizen 

Information Phone Service (CIPS) 
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Social Policy feedback from the 
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https://data.oireachtas.ie/ie/oireachtas/libraryResearch/2018/2018-06-26_the-private-
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http://justice.ie/en/JELR/dept-justice-ndi-inclusion-stratgey-booklet.pdf/Files/dept-justice-ndi-inclusion-stratgey-booklet.pdf
https://www.welfare.ie/en/downloads/2017-03-04_MakeWorkPay_Report.pdf
http://rebuildingireland.ie/
http://www.taoiseach.gov.ie/eng/Taoiseach_and_Government/The_Government/
http://www.revenue.ie/en/about/publications/legislative-process.pdf
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https://www.irishtimes.com/news/social-affairs/more-than-100-000-housing-queries-for-citizens-information-board-last-year-1.3626111
https://www.irishtimes.com/news/social-affairs/more-than-100-000-housing-queries-for-citizens-information-board-last-year-1.3626111
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http://www.citizensinformationboard.ie/en/publications/submissions/
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http://www.citizensinformationboard.ie/en/publications/social_policy/prebudget_submissions.html
http://www.citizensinformationboard.ie/en/publications/social_policy/prebudget_submissions.html
http://www.citizensinformationboard.ie/en/publications/social_policy/research.html
http://www.citizensinformationboard.ie/downloads/social_policy/Deaf_Community_Research_Rpt_Feb2018.pdf
http://www.citizensinformationboard.ie/downloads/social_policy/Deaf_Community_Research_Rpt_Feb2018.pdf
http://www.citizensinformationboard.ie/downloads/social_policy/HAP_Report_CIB_2017.pdf
http://www.citizensinformationboard.ie/downloads/social_policy/CIS_Making_an_Impact_2017.pdf
http://infonet/social-policy/index.aspx
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http://www.citizensinformationboard.ie/en/publications/relate
http://www.citizensinformationboard.ie/publications/relate/
http://www.citizensinformationboard.ie/downloads/advocacy/CIS_Advocacy_Annual_Report_2018.pdf
http://www.citizensinformationboard.ie/downloads/advocacy/NAS_AnnualReport_2017.pdf
http://www.citizensinformationboard.ie/en/publications/social_policy/update.html
http://www.cso.ie/
http://www.gov.ie/
https://health.gov.ie/
http://www.education.ie/en/
http://www.justice.ie/
http://www.housing.gov.ie/
http://www.welfare.ie/
http://www.socialinclusion.ie/
http://www.socialwelfareappeals.ie/
https://www.welfare.ie/en/Pages/Social-Impact-Assessment.aspx
http://www.oireachtas.ie/parliament/media/Oireachtas-A-Brief-Guide-To-How-Your-Parliament-Works-2017.pdf
http://www.oireachtas.ie/parliament/media/Oireachtas-A-Brief-Guide-To-How-Your-Parliament-Works-2017.pdf
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http://www.oireachtas.ie/viewdoc.asp?fn=/documents/bills28/guide.htm
http://www.kildarestreet.com/
https://www.kildarestreet.com/alert/
http://www.oireachtas.ie/
http://www.oireachtas.ie/viewdoc.asp?DocID=28554&&CatID=60
http://www.ombudsman.ie/publications/ombudsmans-casebook
http://www.statcentral.ie/
http://www.whodoeswhat.gov.ie/
http://whoismytd.com/
https://www.nesc.ie/
https://www.nesc.ie/publications/moving-from-welfare-to-work-low-work-intensity-households-and-the-quality-of-supportive-services/
https://www.nesc.ie/publications/moving-from-welfare-to-work-low-work-intensity-households-and-the-quality-of-supportive-services/
https://www.esri.ie/publications/technical-paper-on-social-inclusion-and-access-to-care-services-in-ireland
https://www.esri.ie/publications/technical-paper-on-social-inclusion-and-access-to-care-services-in-ireland
http://www.ihrec.ie/
https://www.ipa.ie/publications-categories/ireland-a-directory-2019.2603.html
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http://www.ageaction.ie/
http://www.careallianceireland.ie/
http://www.citizensadvice.org.uk/about-us/policy/
http://www.cas.org.uk/
http://www.communitylawandmediation.ie/services/family-law.148.html
http://www.communitylawandmediation.ie/services/social-welfare.150.html
http://www.communitylawandmediation.ie/services/consumer-law.151.html
http://www.communitylawandmediation.ie/
http://www.disability-federation.ie/
http://www.flac.ie/
http://www.immigrantcouncil.ie/
http://www.inou.ie/
http://www.mentalhealthreform.ie/
http://www.newcommunities.ie/
http://www.paveepoint.ie/
http://www.socialjustice.ie/
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http://www.threshold.ie/
http://www.treoir.ie/
https://www.tasc.ie/
https://www.tasc.ie/opengovtoolkit/public-decision-making/policymaking/
https://www.socialjustice.ie/
http://www.communitylawandmediation.ie/
https://www.researchtoaction.org/wp-content/uploads/2014/10/PBWeekLauraFCfinal.pdf
https://www.researchtoaction.org/
http://asauk.org.uk/wp-content/uploads/2013/09/Producing-a-local-social-policy-report.pdf
https://asauk.org.uk/
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3 This is a working document, so new sources and updates will be made to the document a number of times annually.  
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http://www.cso.ie/px/doehlg/database/doehlg/doehlg.asp
http://www.cso.ie/px/des/database/des/des.asp
http://www.cso.ie/px/imdo/database/imdo/imdo.asp
http://epp.eurostat.ec.europa.eu/portal/page/portal/eurostat/home
http://www.ecb.int/stats/html/index.en.html
http://www.oecd.org/statsportal/0,3352,en_2825_293564_1_1_1_1_1,00.html
http://w3.unece.org/pxweb/Dialog/
http://data.un.org/
http://www.imf.org/external/data.htm
http://www.cso.ie/en/media/csoie/releasespublications/documents/labourmarket/2013/qnhs_q42013.pdf
http://www.cso.ie/en/statistics/labourmarket/principalstatistics/
http://www.cso.ie/en/statistics/labourmarket/principalstatistics/seasonallyadjustedstandardisedunemploymentratessur/
http://www.cso.ie/en/statistics/labourmarket/principalstatistics/personsaged15yearsandoverclassifiedbysexandprincipaleconomicstatus000s/
http://www.cso.ie/quicktables/GetQuickTables.aspx?FileName=IDA03.asp&TableName=Industrial+Disputes+involving+Stoppages+of+Work+(Disputes+in+Progress+During+Year)&StatisticalProduct=DB_ID
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4 Growing Up in Ireland is a government study. The Department of Children and Youth Affairs is funding it, in association with the Department of Social 

Protection and the Central Statistics Office. The Department of Children and Youth Affairs is overseeing and managing the study, which is being carried out 
by a consortium of researchers led by the Economic & Social Research Institute (ESRI) and Trinity College Dublin.  

 

http://www.centralbank.ie/polstats/stats/mortgagearrears/Documents/2013q4_ie_mortgage_arrears_statistics.pdf
http://www.centralbank.ie/polstats/stats/mortgagearrears/Documents/2013q4_ie_mortgage_arrears_statistics.pdf
http://www.cso.ie/
http://www.esri.ie/health_information/hipe/
http://www.esri.ie/health_information/nprs/
http://www.growingup.ie/index.php?id=60
http://www.cso.ie/en/silc/aboutthesilc/coresilcoutputs/
http://www.dcya.gov.ie/
http://www.dcya.gov.ie/
http://www.welfare.ie/
http://www.welfare.ie/
http://www.cso.ie/
http://www.esri.ie/
http://www.tcd.ie/
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http://epp.eurostat.ec.europa.eu/
http://epp.eurostat.ec.europa.eu/portal/page/portal/links/national_statistical_offices
http://epp.eurostat.ec.europa.eu/portal/page/portal/links/national_statistical_offices
http://www.bim.ie/
http://www.comreg.ie/
http://www.agriculture.gov.ie/
http://www.dcenr.gov.ie/
http://www.education.ie/
http://www.finance.gov.ie/
http://www.dohc.ie/
http://www.inis.gov.ie/en/JELR/Pages/Home
http://www.environ.ie/
http://www.epa.ie/
http://www.forfas.ie/
http://www.hsa.ie/
http://www.revenue.ie/
http://www.sfpa.ie/
http://www.seai.ie/
file:///C:/Users/Paul/Desktop/Social%20Policy%20Tender/WORK%20IN%20PROGRESS/Advanced%20Manual/European%20Central%20Bank
http://www.ecb.int/home/html/index.en.html
http://www.ecb.int/stats/intro/html/index.en.html
http://www.ecb.int/stats/html/escbstats.en.html
http://sdw.ecb.europa.eu/
http://www.oecd.org/
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http://www.oecd.org/eco/economicoutlook.htm
http://www.oecd.org/publications/factbook/
http://www.oecd.org/eco/surveys/oecdeconomicsurveyslistbycountry.htm
http://www.oecd.org/eco/productivityandlongtermgrowth/economicpolicyreformsgoingforgrowth.htm
http://www.esds.ac.uk/government/fes/
http://www.ark.ac.uk/nilt
http://www.ark.ac.uk/ylt
http://www.citizensinformationboard.ie/en/publications/social_policy/prebudget_submissions.html
http://www.citizensinformationboard.ie/en/publications/social_policy/prebudget_submissions.html
http://www.citizensinformationboard.ie/downloads/social_policy/Deaf_Community_Research_Rpt_Feb2018.pdf
http://www.citizensinformationboard.ie/downloads/social_policy/HAP_Report_CIB_2017.pdf
http://www.citizensinformationboard.ie/downloads/social_policy/CIS_Making_an_Impact_2017.pdf
http://www.citizensinformationboard.ie/en/publications/submissions/
http://www.citizensinformationboard.ie/en/publications/relate
http://www.citizensinformationboard.ie/publications/relate/
http://www.citizensinformationboard.ie/downloads/advocacy/NAS_AnnualReport_2017.pdf
http://www.citizensinformationboard.ie/en/publications/advocacy/
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5 Seven DMs did not answer this question, four could not recall and one said that they never receive feedback on 

SPRs. 
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http://www.citizensinformationboard.ie/downloads/social_policy/submissions2016/National_Medical_Card_Unit_Strategic_Plan_2016-2018.pdf
http://www.citizensinformationboard.ie/downloads/social_policy/submissions2016/National_Medical_Card_Unit_Strategic_Plan_2016-2018.pdf
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https://www.hse.ie/eng/services/publications/primary/nmcustratplan1618.pdf
https://www.hse.ie/eng/services/publications/primary/nmcustratplan1618.pdf
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http://www.citizensinformation.ie/
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 hse.ie/dps 

 

 

 

 

http://www.hse.ie/dps
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Social Policy Feedback  

 

 

 
 

Some queries may point to an underlying problem with a 
social or public service and may be indicative of a broader 
problem with policy or the administration of policy.  You 
may want to note when the system is not responding 
adequately to a client’s needs. You should record these 
types of problems here by ticking ‘Yes’ and detailing the 
issue in the fields below.  
 

The Citizens Information Board uses these records to 

identify common policy issues (called Social Policy 

Returns or SPRs) across the network, and highlights them 

in Social Policy Reports, Social Policy Updates and 

submissions to government departments. These records 

are also used to support arguments for changes in policy. 

 

Non-

mandatory 

Nature of Policy Issue 

 

 

 
 

 

If you decide that a query has social policy implications or 

is indicative of a broader policy difficulty, you should 

Mandatory, 

if Social 

Policy 

Feedback 

box is 

ticked. 
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select the ‘nature of the social policy issue’ from the four 

options in the drop-down list: 

Access and Administrative Barriers 

This includes: 

 

 Processing issues such as delays, backlogs and/or 
errors in applications and appeals processes. 

 Communication and ‘gatekeeping’ problems, 
such as being unable to contact a public service 
office by phone or email  

 Discourteous treatment of a person by a member 
of staff delivering a public service (this can be an 
access barrier as it might deter people from 
pursuing their entitlements) 

 Inaccessible public offices, for example, their 
location or restricted opening hours, or because 
they are not fully accessible to people with 
disabilities 

 Online access 

 Access issues regarding a payment or benefit, 
long waiting lists for legal aid or public health 
care, and situations where services have only one 
access route. 

 

Anomalies in Policy 

This category should be used where the policy outcome is 

not consistent with what is expected and can include 

instances of unintended consequences. This includes 

cases where problems in primary or secondary legislation 

(including departmental guidelines) mean that policy is 

working for some people but not for others with similar 

needs. Examples of this category are 

 

 Cases of a service or scheme deficit that leaves 
some people without supports that they need or 
with unsatisfactory entitlements.  

 Three-day rule for Jobseekers payment may act 
as a disincentive for  some to take up offer of 
work. 
 

Gaps and Inconsistencies in Provision 

This category should be used in instances where a service 

might have been legislated for nationally but is 
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unavailable or not consistently available to those in need. 

Examples of this include: 

 

 Services available in some geographical areas but 
not others (for example - homeless hostels, 
supports for people with mental health 
problems) 

 Inconsistencies across housing authorities in 
applying differential rent or in their approach to 
housing needs assessments 

 Inconsistent interpretation of policy in different 
geographical areas, for example, different 
interpretations of the Habitual Residency 
Condition (HRC) 

 Inadequate enforcement machinery to 
implement an agreed action (for example - no 
affordable mechanism in place for enforcing an 
award).  

 Examples - when essential services or  payments 
are withdrawn via primary or secondary 
legislation for example, the Mobility Allowance. 

 Examples - where adequate services and 
supports are not being legislated for in a timely 
manner in response to an emerging social need 
(e.g. asylum seekers living indefinitely in Direct 
Provision). 

 

 

Information gaps 

Use this policy category when a person has: 

 

 Not been given any (or sufficient) information 
about a service or benefit. 

 Been given information in the wrong format, on 
in a letter that is difficult to understand. 

 Been given the wrong information about a 
service or benefit, or about their specific 
entitlement to a service or benefit (such as an 
incorrect assessment of means). 
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Say what the problem is 

and the impact it is 

having on the client. 

 

 

 
 

 

Describe the most relevant issues of the particular case in 

this field. The description should: 

 Be concise and use plain English with short 
sentences that are easy to read 

 Be specific (for example - it should name the 
social welfare payment, social service, waiting 
time) 

 Include any non-identifying details that are likely 
to be relevant (for example -  some background 
details of the case, the persons age, job, working 
hours if relevant to the Social Policy issue 

 Avoid using judgmental or emotive terms. Let the 
facts speak for themselves  

 Ensure that the policy issue is obvious to the 
reader. It is important to remember that the 
person reading the returns knows only what you 
tell them and must not speculate or ‘read 
between the lines’ if the detail is too sparse. 
 

Mandatory 

if Social 

Policy 

Feedback 

box is 

ticked.  

Has your centre taken 

action to address this 

problem? 

 

 

 

Record whether your centre took any action to address 

this social policy issue by selecting one of the three 

options:  

 

Non-

mandatory 

 

Say what action has 

been taken 

 

 

Non-

mandatory 
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If you tick ‘Yes’ in the field above, enter details of the 

action your centre took to address this Social Policy issue 

in this text field. For example, you may have raised the 

issue with a service provider such as the local Intreo 

Office or the Local Authority Housing Office or brought it 

to the attention of relevant parties. 

Please note that your service is not expected to take 

action on social policy issues beyond recording them. 

 

Survey  The survey facility allows additional details to be 

captured for selected periods. It will be used periodically 

to monitor trends in terms of client numbers and query 

patterns. Surveys are created centrally by CIB.  

 

Non-

mandatory 

 

 


