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Citizens Information Board

 The Citizens Information Board (CIB) supports the 

provision of information, advice, and advocacy, through 

delivery partners, so as to ensure that individuals have 

access to accurate, comprehensive and clear information 

relating to social services and are referred to the relevant 

service.



Citizens Information Board

 CIB provides information directly to the public through 

the Citizens Information website – citizensinformation.ie 

and our microsites and publications. 



Citizens Information Services (CIS)

 The nationwide network of Citizens Information 
Services (CIS) allows the public to meet with 
someone face to face and to get free, impartial 
and confidential information on a range of social 
and public services.

 CIS also provide an advocacy service to people 
who may have difficulties accessing their 
entitlements. 

 The public can also seek advice and information 
through the Citizens Information Phone Service 
(CIPS). 



Recording Callers and Queries  in CISs

 There were 574,096 Callers to CISs in 2018. The total number of Queries 

dealt with by services in 2018 was 1,017,369. 

 Over three quarters of callers (78%) contacted the CIS in person, 21% 

by telephone and over 1% by email. 

 57,959 (10%) of callers reported as having access difficulties (including 

physical, literacy, mental health, no online access, aural, intellectual)

 Services dealt with 8,360 advocacy queries nationally and 2,638 

advocacy cases.



Citizens Information Services (CIS)

Callers and Queries (2018)

 

2018 
Queries 2017 Queries 

2016 
Queries 

Social Welfare 455,891 467,694 462,738 

Health 95,066 90,147 82,290 

Housing 90,064 86,782 75,435 

Employment 71,380 72,508 71,463 

Money and Tax 60,050 59,632 56,802 

Local 56,043 69,477 69,326 

 



Citizens Information Services (CIS)

Social Policy Reporting

 A key role of CIB is to support, promote and develop 

information on the effectiveness of current social policy and 

services, and to highlight issues that are raised by the users of 

those services. We do this through research and by analysing 

social policy returns from our services.

 The 4,910 social policy returns (SPRs)  from CISs for January -

December 2018, which is an increase of 7% from 4,579 in 2017 

and 3,729 in 2016.



Citizens Information Services (CIS)

Social Policy Reporting

 These indicative cases help CIB to 

get a clear picture of the 

problems that people are facing 

when trying to access social and 

public services. 

 The social policy data submitted 

by CISs plays a key part in 

supporting CIB to make 

submissions and 

recommendations to Government 

and other relevant bodies. 



Citizens Information Services (CIS)

Social Policy Reporting
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Citizens Information Services (CIS)

Social Policy Reporting
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Social Policy – issues with accessing 

public services

 Social Welfare

Key issue in 2018 related to delays in processing applications 

for Illness Benefit, issuing payments and responding to callers.

Majority of difficulties could be attributed to the introduction of new illness 

certification forms and changed admin and processing arrangements in August 2018.

Submission of social policy feedback by CIB in October, DEASP advised that services who 

could not get through to the helpline should direct their queries to specific email 

address.  Additional resources assigned to managing both helpline and email queries 

and monitoring emails from CISs. 



Social Policy – issues with accessing 

Public Services

Health

Main difficulty for clients during 2018 was in applying 

for and renewing their medical card online.

Reports from services indicate that the online application system is 

presenting difficulties for applicants who are not computer literate, do 

not have access to (or cannot afford) the necessary technology or 

people who have literacy or language difficulties.

Services supporting applicants have also reported technical difficulties 

with the system.

Alternative to online renewal – full application form, an involved 

process adding many weeks to renewal process.



Social Policy – issues with accessing 

public services

Housing

A key issue presenting for clients included the 

level at which income eligibility threshold for 

accessing social housing waiting lists is set.  

Many services noted in particular that 

recipients of the Working Family Payment are 

deemed ineligible because of the payment.



Citizens Information Services (CIS)

Social Policy Reporting



CIS Advocacy

 Advocacy is a means of empowering people by supporting 

them to access entitlements and social services and, where 

necessary, representing and negotiating on their behalf. 

 CIB provides advocacy services to the public through the 

national network of Citizens Information Services and the 

National Advocacy Service for people with disabilities. 

 In CIS advocacy, the information provider moves beyond 

providing information and advice to a client, to 

supporting with more difficult and complex issues.



CIS Client Process

Level of Need Support Example

Basic Information Leaflets, form-

filling, sign-

posting…

Complex

Advice Calculations, rules 

and regulations…

Advocacy Appeals, disputes, 

negotiation…



CIS Advocacy – 2018 in Numbers

6,941 short-term clients

Short-term advocacy work 

with clients generally involves 

one or two engagements or 

actions, for example, writing 

a letter of complaint or 

negotiating a product refund. 

2,638 long-term clients

The majority of the time 

spent on advocacy work in a 

CIS is spent working with a 

client over many months to 

progress a complex issue or 

appeal.

 CISs provided an advocacy service to 9,579 clients last year.



Case Categories

 The majority (57%) of cases in 

2018 were social welfare 

related. 



Social Welfare Advocacy

Top 10 case topics 
 

 Topics # % of social welfare cases 

1 Disability Allowance 397 26% 

2 Carer’s Benefit and Allowance 256 17% 

3 Jobseeker's Allowance 158 10% 

4 Invalidity Pension 148 10% 

5 Supplementary Welfare Allowance 98 6% 

6 Domiciliary Care Allowance 70 5% 

7 Working Family Payment 70 5% 

8 One Parent Family 58 4% 

9 State Pension Non-Contributory 54 4% 

10 State Pension Contributory 44 3% 

 



Social Welfare Advocacy

How did the CIS help? 

Of the 950 social welfare cases that were closed in 2018, the interventions recorded include: 

 

  



Social Welfare Advocacy

 76% of outcomes agreed on by the 

client and advocate in their 

Advocacy Plan drawn up at their 

initial meeting were achieved in 

Social Welfare cases in 2018. 



CASE STUDY 1 – SOCIAL WELFARE

Client was in receipt of Jobseekers Allowance but was 

finding it increasingly difficult be actively seeking full-

time employment while meeting the increasing care needs 

of her spouse. An application for the Carers Allowance 

was refused on medical grounds. She attended her CIS to 

request further assistance. She was very distressed by the 

refusal, and had literacy difficulties. 

The CIS supported the client to submit an appeal of the 

decision, to write a detailed statement of her spouse’s 

care needs, and to obtain up-to-date medical evidence 

from her spouse’s GP and Consultant Psychiatrist. The 

appeal was upheld. 



Employment Advocacy

• The number of employment 

cases increased by 12% from 

2017, raising the overall 

proportion of employment cases 

from 9% to 10% of all advocacy 

cases in 2018. The majority 

(27%) of employment cases 

related to issues with pay. 

• CISs supported advocacy clients 

to receive over one million 

euros in employment awards 

and settlements during 2018.

Top 5 case topics

1. Pay 

2. Redundancy

3. Public Holidays & Annual 

Leave 

4. Unfair Dismissal 

5. Terms and Conditions 



Employment Advocacy - Interventions



Cases involving Workplace Relations Commission (WRC) hearings at 

which a CIS advocate was present had a 40% higher success rate than 

those at which the CIS was not there with the client.



CASE STUDY 2 – EMPLOYMENT EQUALITY

The client was offered an interview for a position as a warehouse 

operative with a company. His CV demonstrated significant 

relevant work experience and the completion of requisite training 

relevant to the role. He advised the employer by email in advance 

of the interview that he is Deaf, and that he would require an ISL 

interpreter for the interview.

At interview, the client felt that the prospective employer had 

discriminated against him by asking him repeated questions about 

how he could perform the role as a Deaf person. The client 

submitted a complaint to the WRC under the Employment Equality 

Acts.



CASE STUDY 2 – EMPLOYMENT EQUALITY

He attended his local CIC to 

request further assistance. 

The CIC made further written 

submissions on his behalf and 

represented him at the 

adjudication hearing, 

supported by an ISL Information 

Officer. The adjudicator upheld 

the complaint and awarded the 

client €5,500. 



Housing Advocacy

262 housing cases made up 10% of all advocacy cases in 

2018. Clients were noted as being at risk of homelessness 

in 25% of these cases.

Top 3 case topics

1. Eligibility for Local Authority Housing 

2. HAP (Housing Assistance Payment)

3. Private Residential Tenancy Eviction



Housing Advocacy



CASE STUDY 3 – HOUSING RIGHTS

 Tenants of a private rental property 

attended their local CIS following 

ongoing difficulties at the property, 

including power cuts and having no 

central heating during the winter 

months. 

 The CIS engaged with the landlord, 

contacted the local authority to 

request an inspection of the 

property, and provided advocacy 

support for the clients to pursue a 

complaint to the Residential 

Tenancies Board. 



CASE STUDY 4 – HEALTH RELATED 

RIGHTS

 The client had been diagnosed with 

incurable breast cancer. The CIS assisted 

the client with several application 

processes, including her husband's Carers 

Allowance application, and an appeal of 

a refused application for a  Medical. 

 The client's Medical Card application was 

refused on the basis that her means 

exceeded the relevant threshold. The 

CIS successfully appealed the decision on 

exceptional medical and related 

hardship grounds. 

 The client's husband was awarded Carers 

Allowance and a GP Visit card. The client 

was extremely happy with result and 

thanked the CIS, stating that the service 

was ‘…a great help to me and a pleasure 

to deal with'



CITIZENS INFORMATION BOARD

FURTHER INFORMATION:

CIB  Services

http://www.citizensinformatio
nboard.ie/en/services/

CIB Publications

http://www.citizensinformatio
nboard.ie/en/publications/

http://www.citizensinformationboard.ie/en/services/
http://www.citizensinformationboard.ie/en/publications/

