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Citizens Information Phone Service (CIPS) — Query data Statistical
Summary Quarter Q2 2026

Caller Summary
The following is a summary of the Citizens Information Phone Service (CIPS) query data for Quarter 2 2026
15t April 2026 — 30t June 2026).

g

Caller - Mode of Contact

CIPS answered 26,618 calls during Q2 2026. A further 206 interactions were by webchat, with 115 coming
in via social media: a total of 26,939. There was an 18% decrease in the number of callers compared to the
same quarter in 2025.

Table 1: Mode of contact

Mode of contact Number of callers % of callers
Telephone 26,618 98.8%
Web Chats 206 0.8%
Social Media Enquiries 115 0.4%
Total 26,939 100%

Calls by main category
Of the total calls categorised, 41% were related to Social Welfare, followed by Employment at 13% and
then Housing at 10.5%.

Due to improvements in call categorisation, the proportion of calls categorised increased by 30% compared
to Q2 2025.

Table 2: Main category of calls

Main Call Category No. of categorised calls % of all categorised calls
howsing | 1,954 105%
163 0%
: 00%
18,614 100%



Caller Sub-Category Breakdown

The following tables provide a more detailed breakdown of call numbers for the five most queried
categories. Social Welfare, Employment, Housing, Money and Tax, and Moving Country accounted for
77.2% of all categorised calls

Social Welfare callers by sub-category

CIPS categorised 7,591 calls relating to Social Welfare, that is, 41% of all callers and the highest area of
enquiry. Of these, the sub-category Disability and lliness was the most queried, followed by Other, Carers,
Claiming a Social Welfare Payment and then Families and Children, representing 58% of all Social Welfare
calls.

Table 3: Social welfare call sub-categories

Call Sub-categories Number of categorised calls % of categorised calls
a50 11.0%
Cla g a Social Welfare Payment 704 9.3%
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Employment callers by sub-category

CIPS answered 2,493 calls relating to Employment that is, 13.4% of all calls. This represents the second
highest subject matter area. The sub-category, Employment Rights and Conditions is the most significant,
accounting for 78.8% of all Employment calls.



Table 4: Employment call sub-categories

Call Sub-categories Number of categorised calls % of categorised calls
18 07%
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Housing callers by sub-category
CIPS answered 1,954 calls relating to Housing that is, 10.5% of all subject categorised callers, with most of
these calls relating to Local Authority and Social Housing, Housing Grants and Schemes, and Renting a Home,

Call Sub-categories Number of categorised calls % of categorised calls
607 31.1%

Money and Tax callers by sub-category

CIPS answered 1,251 calls relating to Money and Tax issues this quarter - that is, 6.7% of all caller queries
that were categorised. The sub-categories of Income Tax Credits and Reliefs, Other, Income Tax & Capital
Taxes accounted for 69.6% of all Money and Tax related calls.



Table 6: Money and Tax call sub-categories

Call Sub-categories Number of categorised calls % of categorised calls
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CIPS answered 1,071 calls relating to Moving Country during this quarter - that is, 5.8% of all categorised
callers, with Irish Citizenship, Immigration Service Delivery (ISD), and Moving to Ireland being the most
popular topics. These accounted for 66% of all Moving Country calls.

Table 7: Moving Country call sub-categories

Call Sub-categories Number of categorised calls % of categorised calls

Irish Citizenship 322 29.8%

Irish Citizenship |
o 7%
broad 30 2.8%



Calls by Sub-category - Top Five areas

This table provides a breakdown of the five most queried sub-categories from callers to CIPS during Q2 2026,
with Employment Rights and Conditions receiving the highest level of calls - followed by three Social Welfare
topics and lastly Housing. These 5 query areas make up 29% of all call categories.

Table 8: Most queried sub-categories

Call category Call sub-category Number of % of all
callers categorised
calls
Employment Rights and Conditions 1,964 10.6%
Disability and lliness 1,220 6.6%
Carers 850 4.6%
Claiming a Social Welfare Payment 704 3.8%

Local Authority and Social Housing 607 3.3%

I Total 5,345 28.9%

Social Policy Feedback

In addition to collecting data on callers’ queries, CIPS Information Officers also identify ‘Social Policy Returns’
(SPRs). These are case examples that are indicative of a wider policy or administrative concern impacting on
the caller's ability to access a social or public service. These SPRs provide CIB with anonymised case examples
that can ‘get behind’ the statistics and demonstrate how policy (and the administration of policy) can impact
on people’s lives. Staff in CIPS, are well-placed to identify and record these issues, many of which arise
repeatedly and can have a significant impact on callers.

In Q2 2026, CIPS recorded 1,436 Social Policy Returns to CIB. The table below provides data on the key areas
where Information Officers identified difficulties for callers during this quarter. The majority of SPRs - 87.5%
are related to Social Welfare, Moving Country, Money and Tax, Housing & Employment concerns.

Table 9: Social policy returns by category

Main Caller Category Number of social policy returns % of social policy

Social Welfare
Moving Country

returns

Money & Tax

Employment




