Social Policy Quarterly Report

January – March 2010
The Citizens Information Board (CIB) has a statutory role to provide feedback on the effectiveness of current social policies and services.  This quarterly report, covering the period from January to March 2010, highlights issues of concern to public service users.  It is based on feedback to CIB from Citizens Information Services (CISs) and the Citizens Information Phone Service (CIPS) identifying queries from the public that have social policy implications.  The appendices contain a number of case examples from around the country and details of the types of queries submitted.
Introduction
Many recurring issues appeared in the returns from centres in the first quarter of 2010.  Difficulties contacting the Child Benefit and Illness Benefit sections of the Department of Social & Family Affairs, delays in processing social welfare claims and medical card applications, concerns over the Habitual Residence Condition, the self-employed not being entitled to Jobseeker’s payments, inflexibilities in Family Income Supplement (FIS) when pay is reduced, the anomaly between the tax and welfare codes for cohabiting couples and ongoing difficulties for employees obtaining their employment rights.  These same issues were reported in 2009 and their reappearance testifies to unresolved administrative difficulties within government departments and the continuing financial difficulties experienced by clients due to the downturn in the economy.
The effects of the 2010 Budget on social welfare recipients were also manifested in the first quarter returns.  The new free pre-school year and the new Fair Deal for nursing homes scheme presented some difficulties, particularly in relation to information deficits about the schemes.   More recently, concerns have been raised about plans to change the One-Parent Family Payment, although the Minister responsible has assured people that any changes will be introduced on a phased basis.  Changes to pensions as proposed in the National Pensions Framework and beginning with the abolition of the State Pension (Transition) have also raised concerns about the implications of these changes.
Social Welfare

The downturn in the economy has led to an unprecedented demand on social welfare which has given rise to long processing times.  Minister Hanafin said in a Joint Oireachtas Committee on Social & Family Affairs in February that the priority for her Department was to ensure that customers get paid on time.  The embargo on recruitment and industrial relations action is not helping the situation.  
Notification

CISs have reported on a number of occasions that clients were cut off welfare payments without any notification being given to them in advance.  Sometimes this arose where a person’s period of eligibility for JB expired or where a Child Benefit payment ceased when the child reached 16 years of age.  Sometimes it was because a person did not sign on at the social welfare office when required. (In one instance this was because the office was closed due to industrial action).  In cases where a person could transfer from JB to JA, and because of the time involved in processing JA, advance notification together with an application form for JA would be appropriate so that no break in payment occurs.  

The requirement on foreign nationals to notify the Department of Social and Family Affairs of their residency/employment every three months in order to be eligible for Child Benefit is adding to the already heavy administration burden on the Child Benefit section.  Complaints are being received by CISs that certification forms which were returned on time are going missing and people’s benefits are being suspended through no fault of their own.

The Increase for a Qualified Child up to 22 years of age is not payable on Jobseeker's Benefit until after the 156th day on JB and it is up to the claimant to apply if the child is in full time education.  Many claimants would not be aware of this entitlement.

On the issue of pensions, the pension forecasting service, which was provided by the Department of Social & Family Affairs, is no longer available.  A 'Pension's Forecast Pack' is available from the Department to help people make their own forecasts. It is important that people know in advance what their pension entitlements will be so that they can plan in advance and if necessary earn additional credits before retirement in order to maximise their state pension.

Self employed people (those who only have Class S PRSI contributions in the last two complete tax years) do not qualify for credits if they can no longer pay any PRSI because of illness or unemployment or if their income from self-employment falls below a specific amount, even if they are on JA.  They may choose Voluntary Contributions instead.  However, unless they are aware of this, their lack of credits for pension purposes may only come to light when they retire.
Cases of people not being aware of benefits that they may be eligible for (Medical card, Fuel Allowance, One Parent Tax Credit, Mortgage Interest Relief, Disablement Benefit, Respite Care Grant, etc.) regularly come to the attention of CISs, which indicates the need for constant reminders to be sent to all welfare recipients and for greater publicity through the media concerning these benefits.
Support for those affected by the recession
Jobseeker’s Benefit (JB), Family Income Supplement (FIS) and Supplementary Welfare Allowance (SWA) are the main welfare benefits to help workers on reduced hours or income.  However, JB is more beneficial to workers whose days are reduced rather than to workers whose hours are reduced.  FIS is only available to those who work 19 hours or more per week and who have children but any reduction in income does not mean an automatic increase in FIS as this is only reviewed annually. SWA can assist in bringing income up to the appropriate Supplementary Welfare Allowance rate but it is only available to those working less than 30 hours a week and is means tested.
There are certain anomalies in how welfare payments are paid to participants on FÁS training schemes.  Community Employment (CE) participants are not entitled to Family Income Supplement.  On the other hand, CE participants in receipt of One-Parent Family Payment can keep part of this payment.  This puts them in a better position than a parent on CE who lives with his/her partner 

PRSI contributions

Calculating benefits based on the relevant tax year, usually the last complete tax year before the year of claim, can adversely affect those who had reduced contributions in the relevant year, despite possibly having a long history of fully paid contributions.  Had their contributions been averaged over their working life, they would fare better.
The situation of those who were self-employed (paying class S social insurance) and are now out of work points to the need for inclusion of this category of worker within PRSI illness and unemployment benefit coverage, from which they are currently excluded.
The introduction of a universal social contribution, as proposed in Budget 2010, to replace employee PRSI, the health levy and the income levy, would be an ideal opportunity to reassess the type of benefits those paying social insurance can expect to obtain for their contributions. 
Maternity Benefit
Maternity Benefit is paid by the Department of Social and Family Affairs to women who have a certain number of paid PRSI contributions on their social insurance record and who are in insurable employment up to the first day of their maternity leave. (The last day of work can be within 16 weeks of the end of the week the baby is due).  However, for those in a lay-off situation, it can happen that a person is not in insurable employment 16 weeks before the baby is due. Had the employment ended within the 16 weeks, Maternity Benefit would be payable from the day after the date on the P45.  
Those on Disability Allowance (DA) who are doing rehabilitive work and paying PRSI don’t qualify for half rate maternity benefit even if they have the required PRSI.
Medical card holders are eligible for a maternity cash grant payable of €10.16 on the birth of a baby.  A specific application has to be made and the sum involved has not changes for a number of years.
Illness and Disability payments

There are some workplace supports to compensate employers for employees who are unable to carry out their work as before due to illness or disability (Workplace/Equipment Adaptation Scheme, Employee Retention Grant Scheme, Wage Subsidy Scheme, etc.), while an employees may be eligible for disablement benefit under the Occupational Injuries Scheme.  However in the case of Illness Benefit or Disability Allowance – either the person is out of work full time or only works part time in work that is approved by the DSFA as therapeutic.  The option of part-time work and a part payment for illness or disability is not available.

Qualified Child
An issue highlighted in relation to the budget changes in Child Benefit is that the Increase for a Qualified Child (IQC) does not compensate those who were receiving a higher rate of Child Benefit (CB) because of multiple births (150% CB for each twin, double CB for multiple births of 3 or more).  
Since the Supplementary Budget 2009, CB is no longer paid in respect of 18 year olds, but a compensatory payment of €15 is payable to those on social welfare in respect of children who are 18 years old in full time education or who have a disability (it is an automatic payment). 
Supports for Grandparents

Grandparents caring for their grandchildren can find themselves with little state support.  Issues in relation to their needs were highlighted in a CIB (Comhairle) report in 2005 but centres are still reporting difficulties.  The Law Reform Commission has recently issued a consultation paper on family rights and the responsibilities of fathers and grandparents.  Trinity College Dublin produced a report in Nov. 2009 on The Role of Grandparents in Divorced and Separated Families.  
Supplementary Welfare Schemes
Problems in relation to Rent Supplement (RS) were the main social policy issues identified under the Supplementary Welfare Schemes.  
Rent Supplement

Delays in processing applications for Rent Supplement put strains on the resources of low income families.  These delays can be on top of delays carrying out a housing needs assessment by the local authorities.  An added difficulty for applicants is that the property they wish to rent may no longer be available if the applicant waits too long for the approval to come through.

The other major difficulty reported by CISs concern those who do not have a record of 6 months renting and for various reasons have to turn to the local authority for assistance, e.g. where couples separate.  Although the criterion of having a housing need should determine who is eligible for Rent Supplement, the 6 month rule appears to be used in some local authority areas to disqualify applicants.  
Mortgages

Concerns about losing one’s home were raised by a number of CISs, particularly in relation to those who have lost their job and are now struggling with mortgage repayments.   (CIB and MABS have developed a new micro-site to provide information for those concerned about this matter, www.keepingyourhome.ie).  While clients are advised to seek a meeting with their mortgage provider to discuss their difficulties, clients who contacted CISs were not altogether satisfied with the outcome of these meetings.  Some felt that punitive terms were being imposed on them for changing the terms of their repayment.  CISs also reported that people on Shared Ownership Schemes with local authorities had difficulties negotiating changes to the terms of their repayments. 
A problem for many, especially those who were self-employed, is that they may be asset rich but income poor, possibly having bought properties which they cannot now sell but yet have to meet mortgage repayments.  It was suggested by one CIS that these people could benefit from a scheme similar to the Fair Deal scheme if they could get welfare against the value of their assets and then allow the state recover its costs when eventually the property is sold.   

The government has set up an expert group to deal with the growing problem of debt management and to examine ways of helping those in mortgage difficulties.  

Employment Rights
35% of employment related social policy issues concerned employment rights and conditions, 33% concerned unemployment and redundancy and 20% concerned enforcement and redress.

Wage cuts
Issues in relation to employers cutting wages continue to arise.  Many employers argue that this is being forced on them because of the recession, but there is little proof offered to employees to substantiate these claims. The Employees (Provision of Information and Consultation) Act 2006 only applies to undertakings with at least 50 employees. Unless a case is taken against an employer there is no obligation to produce proof.  In the event of an employee leaving work voluntarily because of reduced wages, he/she cannot claim JB for nine weeks.  
Activation measures

CISs questioned whether those who are qualified adults are being encouraged to seek employment.  Usually it is the primary welfare recipient who is the target of activation measures, but a spouse or partner may be in a better position to work or take up part-time employment.  Even in terms of spousal/partner swap for entry into various schemes run by FÁS, awareness about this transfer may not be very high and the spousal/partner swap only applies to those on JA, JB or Farm Assist for more than a year.  It does not apply for shorter periods to these payments or, to other welfare payments.

Delays in Garda vetting
An issue highlighted by CISs preventing people taking up employment is delays in Garda vetting – up to 6 months in some instances – which can affect candidates wishing to work in childcare on Community Employment Schemes.  The Garda Vetting Unit will only do vetting for registered organisations and even if a candidate has been vetted 12 months earlier by another agency, e.g. a student on a VEC childcare course, he/she must be vetted again on entering a new employment.  In addition, those who qualify for childcare positions on CE schemes are eligible on the basis of being on a qualifying social welfare payment.  However, where delays occur, they could lose their entitlement to a CE place if their welfare payment, e.g. Jobseeker’s Benefit, runs out.  Delays may be due to increased demand for the service, but there does not appear to be any way to fast-track the process for urgent cases.
Health Entitlements
60% of all social policy health entitlements cases related to medical cards, with delays being the major problem reported.
Medical Card Renewal

CISs report that delays in processing medical card applications were resulting in people having to pay for their medical expenses out of their own pocket.  A Joint Oireachtas Committee on Health heard complaints in relation to the centralisation of the medical card service and has recommended that processing time should be completed within 15 days and that a fast-track service should be introduced for urgent cases.  
Travel and Transport 

Hospital transport remains highly problematic for many clients of CISs who do not have access to their own or public transport.

CIB launched a Social Policy Report on Transport and Access to Social Services, Getting There, in February 2010. The report is based on feedback from CISs and Community & Voluntary Disability Advocacy Projects funded by CIB.  It contains a number of recommendations for improved coordination of transport services.
Justice
Non-EEA immigrants

Children of non-EEA parents, once they reach maturity, are subject to the same laws that apply to other immigrants despite the fact that many were born in Ireland or have remained here for the greater part of their lives and have little or no attachment to the country of origin of their parents.  If they go to college they may have to pay the same fees as international students.
The scheme to regularise employment permit holders who became undocumented, introduced in October 2009, expired at the end of 2009 and no new scheme has been announced to deal with the situation of people losing their jobs and subsequently becoming undocumented.  
For non-EEA nationals, gaining access to local authority housing is another difficult they face.  Only those with a Stamp 4, which gives permission to remain in Ireland until a specified date, are considered.  A spouse with a Stamp 3, which prohibits the holder engaging in employment, could jeopardise the Stamp 4 holder from being considered for local authority housing.
Tax

A question was asked by a CIS as to whether costs which were previously covered by PRSI Treatment Benefits up to Budget 2010 should not now be eligible for tax relief. 
Appendix 1
Selected Cases

 (January – March 2010)

Social Welfare

JA
A recent caller had lost her job and was enquiring about her social welfare entitlements. She was 21 years old, living independently of her parents and renting privately. She did not have enough PRSI contributions to qualify for Jobseeker's Benefit so I explained the rules of Jobseeker's Allowance to her. She had no other source of income. I explained that, due to budget changes, the maximum amount she could claim was €100 per week. She felt that this was very unfair and that she was basically being discriminated against because of her age. (CIPS)

A client is waiting 5 months already for JA to be processed. Has been told it could take up to 12 months. Her husband works and earns €420 per week. They have recently had a second child. FIS application has been made, but this will not be processed until JA has been processed. No help from CWO for rent as husband works 37 hrs per week. (Dublin City Centre CIS)

Client was self employed and employed 10 people. Now he is unemployed. He has a partner and two children. Has been living on savings which are now gone. Client has second house which has fallen into disrepair and which he can't afford to maintain, and for which he cannot now get tenants. Client has substantial mortgage on own and lesser mortgage on second home.  The client's own home and the second house are now in negative equity. Client has tried to sell both houses, to no avail. Client has applied for JA and been refused, because of property. Client is suffering from severe stress. Client has appealed the decision to refuse him JA. He has applied for Supplementary Welfare and has been refused. He has appealed this also. Client, client's partner and teenage child are all looking for work. This situation is not unusual. An arrangement needs to be made for this situation. (Co. Clare CIS)

JB

Client has worked without a break in his employment for 25 years. In 2007, he became ill and reduced his working week to 2days. He was made redundant this week and was very upset to find he is only entitled to a reduced Jobseeker’s Benefit payment. This is a Social Policy issue because all Jobseeker’s Benefit payments should take applicants’ PRSI records into account. It is unfair that one person should be entitled to a lesser payment after working for many years, while a person who worked for only a few years can qualify for a full payment. (Co. Offaly CIS)
Illness Benefit

Client on IB could do her job for part of week but is denied opportunity because she is not ill six months and will not be approved for rehab work. Many clients tell us they are able and willing to do some work and their doctors would approve part time work but they are denied opportunity because of regulations. There is surely scope for relaxing these rules to save the state money and allow people some dignity. A temporary part payment of IB? (Cork City South CIS)
Qualified Adult

A man in receipt of Disability Allowance claiming for his wife as a qualified adult. She is over 66 and is entitled to apply for the State Non Contributory Pension. There is a difference of over €50 per week between the two payments if she claims for him as a QA. These people had no idea that the woman had the right to claim for a payment in her own name. This should be highlighted especially as the pensions have not been reduced in the recent budget; therefore the differences between payments are even bigger. (Co. Wicklow CIS)

Maternity Benefit

Waterford CIC had a query from a lady looking to apply for Maternity Benefit. She has been in paid employment for 16 years since leaving school and was due to take maternity leave in April. But as a result of being put on temporary lay off for 10 weeks (this is likely to extent a further 15 weeks) she will not be in paid employment 16 weeks prior to staring maternity leave. It is highly unlikely she will get another job to gain a paid credit and qualify for Maternity Benefit. This lady has consistently worked since leaving school. Social welfare should make an exception to this rule in light of the current job crisis. (Co. Waterford CIS)

Child Benefit

We have a lot of queries regarding Child Benefit. Clients are reporting to us that they are sending in documents regarding change of address, applications for over 16s, etc. to the department. When they have no reply and the Child Benefit section is contacted either by the client or our service, we are frequently told no documents have been received. In one case the client had registered the letter and when this was pointed out the staff member managed to locate the document. Telephone service to this department is deplorable. We have experienced been cut off after waiting up to 30 minutes to speak to an operator. It is causing great hardship and stress to families who are already stretched due to unemployment.  (Co. Longford CIS)

HRC

Client & husband moved to Ireland 5 years ago from Poland and were self-employed until Nov. 2009. Wife now has part-time job and has applied for FIS; husband applied for JA in Dec. 09, has received no written response yet. He went into the local SW office and was advised that his application must be sent to Dublin to determine whether he qualifies as a resident in Ireland and that the best thing they can do is "go back to Poland"!! The couple have 2 children and are in receipt of Child Benefit which surely makes their residency status pretty clear. Couple received letter from FIS stating the application cannot be processed until a decision is made re: the JA application. In the meantime they have applied for SWA. (Co. Leitrim CIS)

Supplementary Welfare Schemes
SWA

An EU national who had been working in Ireland for 1 year became unemployed. He applied for Jobseeker’s Allowance and was refused because of habitual residence, but was not informed by Social Welfare that he would have an entitlement to a Supplementary Welfare payment instead as an EU worker. (Dublin City Centre CIS)
Rent Supplement

The new Rent Supplement application process is creating problems for people. The application process is taking several weeks and having identified a property the applicant could have to wait up to six weeks to receive a reply meaning the property may be gone within that time so they have to start over again.  (Co. Wicklow CIS)

A client lost their job and is now receiving a Jobseeker's payment. They have been living with a friend for the last couple of years and paying rent on an informal basis with no actual contract or lease. Their friend is now selling the house and moving. However, this client is not entitled to Rent Supplement for new accommodation as they do not have an official bona-fide tenancy history of six months, as is now required. The client is therefore faced with the prospect of entering the homeless system. Surely, the reasoning behind the new conditions for Rent Supplement introduced last year was not to put more people into the homeless system. (Dublin City Centre CIS)

An adult male has been asked to leave the family home. His only income is a Social Welfare payment. He is not entitled to Rent Supplement as it will take the Local Authority several months to assess him. Last year's change to the qualifying rules for Rent Supplement is particularly affecting people who, for various reasons, must leave the family home. The person must either enter the homeless system or else parents/other family members (sometimes elderly) are being left with no choice but to accommodate a person that they would rather not have living with them. (Dublin City Centre CIS)

Employment
CE

Some Social Welfare payments can be retained while participating on CE. Example: Lone parent of 3 children on CE earns €216.00 per week and receives from Social Welfare a reduced rate of OFP, €161.25 + €89.40 child dependant = €250.65.  Total = €466.65.  Married couple with 3 children: total income on CE = €435.50. Married couple have less to live on and bear in mind there is an extra adult in the household. It appears that the married family is treated less favourably than the one-parent family. (Ballyfermot CIS)

Employment rights

Employee has a Contract of Employment. She has been employed by her employer for 6 years. Her hourly rate of pay is €12.00 per hour. Employer, without her agreement or consent, has reduced her wages to €9.65 per hour; this represents an approximate reduction in wages of 20%. The employer claims the business is experiencing a downturn, the employee disagrees with this explanation, stating that the business is as busy as it ever was; employer has also taken on new staff. One employee’s hourly rate was reduced from €14.00 per hour to €10.00 per hour. The employee refused this reduction and the employer offered her redundancy, which she accepted.  That employee had been employed with the company for 8 years. The client informed the CIC that the employer, within a week, took on a new employee who currently undertakes the duties of the redundant employee. Clients to the CIC are saying they feel they have no option but to take any reductions in pay or terms and conditions of employment that the employer demands. Roscommon CIS has experienced at least 20 plus such similar cases in recent months.  (Co. Roscommon CIS)

EAT
Client had EAT hearing on 1st May 2009. Still waiting on EAT decision on his case. Without this decision my client cannot apply to the Redundancy section for his redundancy. This is not the first time one of our clients has had to wait nearly 1 year to get an EAT decision. The decision should be posted out to clients within 6 – 8 weeks not 10 – 12 months. (Co. Louth CIS)
Housing
Shared ownership

A person on a shared ownership scheme, paying €350 in rent and €350 on the mortgage, was told that they could not have their payments reassessed until the following June (renewal date) even though the person had been made redundant and had no means to pay the €700 due every month. (CIPS)

Repossession

Client's house was repossessed. We advised him to apply for Rent Supplement. He put his name down for housing and was advised by Carlow Town Council that as his name is still on his repossessed house, he does not qualify for housing. He will have to wait until his house is sold. This means he does not now qualify for Rent Supplement. He has a wife and 2 children. This situation needs to be changed as a matter of urgency. (Co. Carlow CIS)
Local Authority Housing
A person with Long-Term Residency Stamp 4 should be entitled in their own right to apply for Local Authority housing. However, their dependent spouse is usually given a Stamp 3. Local Authorities will not then accept an application for housing from this family unit because they both do not have Stamp 4. They do not see Stamp 3 as an indication of longer-term residency, even though in the above situation the Stamp 3 dependant would usually have their residence renewed without issue if they continue to live with their Stamp 4 spouse. There is a lack of cohesion surrounding immigration stamps and permissions amongst different government departments, in particular with regard to Social Welfare, housing and health entitlements. (Dublin City Centre CIS)

Rented Accommodation

Landlord refused to refund deposit as students did not give 4 weeks notice to him despite the fact that the apartment was flooded and they had to get alternative accommodation! (Co. Carlow CIS)

Health

Medical Card Applications

People applying for Medical Cards are coming to us to call the HSE regarding their applications and this is consuming a lot of our time trying to get through. It would help if the HSE and other services could communicate with the pubic that their applications have been received and the approximate processing times. Perhaps this could be done by text as everyone has a mobile phone these days. (Dublin City Centre CIS)

Client sent her renewal form for her medical card back to the HSE Primary care reimbursement service at the beginning of November. To date [January] she has received no communication from the HSE regarding the status of her renewal application. It appears from the information the client gave to us that she should have no difficulty in qualifying for her medical card. As a result of the delay, her old medical card is no longer valid and she is now paying for GP visits, etc. (W. Cork CIS)

Family

Adoptive leave

Adoptive leave - you can take 24 weeks after the adoption. There is no allowance for couples who are adopting abroad and there are many cases at the moment where people are adopting a child from another country. A woman called and was asking if there would be any leave covering her for the period to go abroad, sign the papers and bring the child home, but there isn't anything like that in the legislation. Maybe some time should be given to adoptive parents, even if it's only partial leave, before they have the child at home. (CIPS)

Transport

Hospital transport

Client is an 80-year-old man, the carer of his wife who suffers with Alzheimer’s Disease. He needs to attend the warfarin clinic himself on a regular basis. The local health clinic provides transport to local hospitals. He can avail of that service, but it is not suitable for him because he could be on the bus for hours at a time due to the time it takes for the bus to collect all the passengers and drop them at their destinations. The man is anxious to get back to his wife who is dependent on him and she gets upset if he is away too long. He is paying for taxis to and from the hospital.  This is causing undue financial hardship as they are solely dependant on their social welfare pensions. The man was told by the HSE they no longer provide for the cost of taxi fares. (Ballyfermot CIS)

Justice
Immigrants
Dependent children of legally resident non-EEA parents, once they turn twenty one, are no longer considered dependent and therefore have no automatic right to remain in Ireland. The outcome from this is the family unit could be broken up, as the twenty one year old could be deported. (Co. Roscommon CIS)

Client and her parents are in Ireland on basis of Irish Born Child. She has received all her secondary education here and is now in second year of degree course. She has to pay EU fees of €6,000 per year and is not entitled to a maintenance grant.  (Dublin City Centre CIS)

Taxation

PRSI

A man aged 62 paying PRSI since he was 17 yrs. Made redundant 4 yrs ago and then went on a CE scheme. Scheme now finished and went to sign on. He will only get €153.60 as he was getting less then €220 in 2008. Surely there should be some allowance for people paying years of PRSI. (Cork City South CIS)

Tax relief
A pensioner is paying €1200 per year on medical expenses.  He is slightly over the limit for a medical card.  He is not paying tax as he does not earn enough, so cannot make any tax relief claim for medical expenses. (Co. Kilkenny CIS)

Treatment benefit
Recent reduction of Treatment Benefit has left people having to pay for routine treatment. Should this now be eligible for tax relief? (Co. Kilkenny CIS)

Appendix 2 

Category of Issues

This quarterly report is based on 791 queries identified as having social policy implications.  These were submitted to the Citizens Information Board (CIB) from Citizens Information Services (CISs) and the Citizens Information Phone Service (CIPS) between January and March 2010.  They have been categorised, in accordance with the information categories used on citizensinformation.ie, as follows:
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	Categories
	%

	Social Welfare
	58

	Employment
	12

	Health
	9

	Money and Tax 
	6

	Housing
	4

	Education and Training
	2

	Consumer Affairs
	2

	Birth, Family and Relationships
	2

	Moving Country
	2

	Other
	3

	Total
	100


Social Welfare Category 
Under the category of Social Welfare, 25% of these social policy queries relate to Family & Children – including Child Benefit, One Parent Family Payments and Family Income Supplement (FIS). 15% relate to Supplementary Welfare Schemes – including Rent Supplement and Mortgage Interest Supplement.  13% relate to Social Welfare Payments for Unemployed People – Jobseeker’s Allowance and Jobseeker’s Benefit.
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	Social Welfare Category
	%

	Families and Children
	25

	Supplementary Welfare Schemes
	15

	Unemployed People
	13

	Extra Social Welfare Benefits 
	9

	Claiming a Social Welfare Payment
	7

	Disability and illness
	7

	Older and Retired People 
	5

	Appeals
	4

	Carers
	4

	Other
	11

	Total
	100


Nature of Issues

The problems experienced by clients of Citizens Information Services are classified under the following headings that describe the nature of the social policy issues identified: 

[image: image3.emf]Nature of Social Policy Issues

0

20

40

60

80

100

120

140

160

180

200

Anomalies or Inconsistencies

Delays in Application Process

Difference between Schemes

Described and Services

Delivered

Discourteous Treatment

Gaps in Coverage

Inaccurate or Incomplete

Information

Lack of Information

Other


N.B. 20 of the 65 cases of discourteous treatment referred to treatment of employees by employers, the remainder refer to public service providers’ treatment of their customers.
1 While every effort is made to check for accuracy, the cases submitted to CIB are largely unedited and reflect the client’s experience as recorded by Citizen Information officers.
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