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Citizens Information Phone Service (CIPS) —Query Data
Statistical Summary Quarter Q3 2025

Caller Summary
The following is a summary of the Citizens Information Phone Service (CIPS) caller statistical data for
Quarter 3 2025 (1%t July 2025 — 30" September 2025).

Caller - Type of Contact
CIPS answered 30,400 calls during Q3 2025. A further 425 interactions were by web chat with 36 coming in via social
media: a total of 30,861.

Table 1: Mode of contact

Mode of contact Number of callers % of callers
Telephone 30,400 98.5%

Web Chats 425 1.4%
Social Media Enquiries 36 0.1%
30,861

Calls by main category
Of the total calls categorised, 43% were related to Social Welfare, followed by Employment at 12% and
then Housing at 11%.

Table 2: Main category of calls

Main Caller Category Number of % of all categorised Q3’24-Q3 ‘25
categorised callers callers % Change

1,979 11.5% -36.4%
I 1,818 10.5% -14.8%
17,267 100% -12.3%




Query sub-categories

The following tables provide a more detailed breakdown of call numbers for the five most queried
categories. Social Welfare, Employment, Housing, Money & Tax and Moving Country accounted for 84% of
all categorised calls.

Social Welfare callers by sub-category

CIPS categorised 7,464 calls relating to Social Welfare, that is 43.2% of all calls and the highest area of
enquiry. The sub-category Disability and lliness was the most queried, with Carers and Families and Children
being the next most queried.

Table 3: Social welfare calls sub-categories

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

Activation Schemes Education and Training 30 0.4%




Employment callers by sub-category

CIPS categorised 1,979 calls relating to Employment, that is 11.5% of all categorised calls. The sub-category
Employment Rights and Conditions was the most significant topic, accounting for 79.1% of all employment
calls, followed by Unemployment and Redundancy at 5.2%.

Table 4: Employment call sub-categories

Call Sub-categories Number of categorised calls % Of categorised calls
: 05
7 0.4
1 0.1%

Housing callers by sub-category

CIPS categorised 1,818 calls relating to Housing, that is 10.5% of all categorised calls. The sub-categories of
Local Authority and Social Housing, Renting a Home and Housing Grants and Schemes accounted for 73.3%
of all housing calls

Table 5: Housing call sub-categories

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



Money & Tax callers by sub-category

CIPS categorised 1,508 calls relating to Money & Tax issues, that is 8.7% of all categorised calls. The
subcategories of Income Tax Credits and Reliefs, Income Tax, and Capital Taxes accounted for over half -
55.4% of all Money & Tax calls.

Table 6: Money and Tax call sub-categories

Call Sub-categories Number of categorised calls % Of categorised calls
Tax Credits and Reliefs for People with 69 4.6%
Disabilities




Moving Country callers by sub-category

CIPS answered 1,162 calls relating to Moving Country during this quarter - that is, 6.7% of all categorised
callers, with Irish Citizenship, GNIB Applications and Renewals, Moving to Ireland and Other being the most
popular topics and these accounted for 74.5% of all Moving Country calls.

Table 7: Moving Country sub-categories

Call Sub-categories Number of categorised calls % Of categorised calls
1 0.1%
1 0.1%

Calls by Sub-category - Top Five areas.

This table provides a breakdown of the top five most queried sub-categories from callers to CIPS during Q3,
with Employment Rights and Conditions receiving the highest level of categorised calls - followed by four

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

Employment Rights and Conditions 1,567 9.1%
Disability and lliness 1,222 7.1%
Carers 787 4.6%
Families and Children 720 4.2%

Social Welfare Claiming a Social Welfare Payment 673 3.9%

P Total 4,969 28.7%

Social Policy Feedback

CIPS identifies repeated social policy issues — those that recur over multiple calls — usually regarding access
to a social or public service. Staff in CIPS are well-placed to identify these recurring issues, given the volume
of calls received. For each of these, CIPS offers a brief narrative —a summary of the issue faced by a given
caller — that they consider illustrative of a wider concern. This is known as a social policy return (SPR). The
social policy returns sent into CIB do not therefore represent the number of times a particular policy or
access issue has surfaced overall but rather provides us with brief ‘lived experience’ examples of what the



issues are and how they impact people. These SPRs thus provide CIB with useful insights, enabling us to ‘get
behind’ the call statistics.

In Q3 2025, CIPS submitted 136 social policy returns to CIB. Table 9 provides an indication of the key areas
posing difficulties for callers. Over 87.7% of identified social policy issues related to Moving Country, Social
Welfare, Housing, Health, and Money and Tax.

Table 9: Social policy returns by category

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

returns
Moving Country
Social Welfare

Money and Tax




