CEPPS Annual User Survey Analysis Report 

Year 2 Apr 2010 to Mar 2011
1.0
Introduction

Having completed the second year as the Parent Partnership provider for Ealing, we have requested feedback from parents/carers who have used our service throughout the year (April 2010 to March 2011). The following analysis is based on data collected from 20 parents during May 2011 using a questionnaire (see Appendix A).
2.0
Approaching the Service
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As figure 1 shows the service is sustaining its core activities, with parents/carers mainly approaching the service for advice and information about SEN, support at meetings and support during the assessment process. 
The service has effectively networked and collaborated with statutory and voluntary organisations. This is highlighted by the fact that parents/carers mainly heard about our service from SENCOs or school staff, educational/ health/other professionals, or voluntary organisations. The success of the service is also highlighted by the fact that 14% of the respondents heard about our service from family or friends.
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3.0
Interaction with the Service

As shown by figure 3, we are upholding our service standards contacting clients within 48 hours and providing appointments within 5 days. The overwhelming majority of our respondents indicated that their case was dealt with promptly (this was defined as ‘calls returned within 24 hours and contact with a caseworker within 5 days’). Only 1 respondent returned a ‘somewhat’ response which was defined as ‘calls returned with 24 hours and contact with a case worker was made within 10 days’. 
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We aim to communicate with clients in whichever way they find most comfortable using phone, email and face to face contact. As Figure 4 shows, communication with the service was found to be overwhelmingly very good or good. No respondents indicated that it was poor or very poor. 
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4.0
Involvement in the Service
We endeavour to make parents’ views heard, which we are effectively doing with 100% of parents/carers indicating that their views were heard all of the time (Figure 5).
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We also aim to help parents/carers feel able to participate in the decision making process. Figure 6 shows that we are succeeding at this as all parents/carers indicated that they felt part of the decision making process.
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We strive to enable parents/carers to feel empowered and feel able to inform and influence SEN in the area. All parents/carers felt empowered after our involvement and were able to be involved in the service (Figure 7).
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We work to help increase the confidence of parents/carers so that they are able to represent themselves throughout the SEN process. The response from parents/carers shows we are succeeding in making all parents/carers feel confident after seeking our support (Figure 8).
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The key to our service is to provide a service that supports parents/carers the way they would like, and as such parental involvement in the service is imperative. Response from parents/carers shows that they feel positively involved in the service (Figure 9).
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5.
Service Performance

The core aim of the service is to provide support for parents/carers throughout the SEN process. Figure 10 shows that we are exceeding expectations with all respondents stating that the support offered was very good or good. No parent/carer felt the support they received was mediocre (ok) or unsatisfactory (poor/very poor).
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On a scale of 1-5 (1=not satisfied and 5=very satisfied) all parents/carers scored our service at 4 or above with the majority of parents stating that they were very satisfied (score 5) with the service (Figure 11).
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6.0 
Future Development

We aim to continue to develop the service in ways that will help support families more effectively and as such will take on board the responses from parents/carers about the most and least helpful aspects of the service. These responses are listed below.

Question: 
Is there any area you feel the service needs to improve on?

Responses: “More advice on tribunals and SEN”



“Expansion of service to support more families”
“More staff hours” 

“Easier if someone could come to me - home service”

“Shorter waiting times for call backs”

“There is always room for improvement with any service”

“It is a very busy service and could do with expanding to meet the growing demand of those in need of its services”

Question: 
What did you find most helpful about the service?

Responses: 
“Just having someone at the other end of the phone during such a complicated process. Not doing it on your own.”
“Prompt response to emails and phone calls; friendly yet professional manner; efficient in knowing what to say & do/ efficient in advising me on what I should say & do”
“Being able to speak to someone who is more aware of how schools work from an SEN basis”
“They take matters seriously and even when they do not know the answer they are happy to go away and find out the answer.”
“It’s great to have a sounding board during difficult decisions and stressful periods”
“Useful info received from them, they made process clear”
“Having a back up in meetings”

“Felt very supported. Empowered - always came away from meetings feeling better”

“Really calm – my caseworker calmed me down. Really reassuring. Explained about the service - that the service is there for me. Really helpful. Wonderfully smooth. Very grateful.”

“Advice around how to fill in forms. Helped me to expand on things. Helpful suggestions. Two-way feedback”
“The caseworker's experience. Using that experience of the process.”

“Went through all papers. Really helpful.”

“Understanding SEN rights. They helped me work out what my problem was and how to deal with it and what my rights are.”

“Everything - very helpful. Alex is brilliant!”
“Someone to read through what I had written in a non-emotional way to ensure my case was put across”

“Somebody on my side - another pair of eyes to trawl through the paperwork in the best way.”

“Advice - they know the process and how to respond to get the best outcomes for xxxxx”

“I feel supported, listened to, involved and confident. I think the 1-2-1 case worker keeps it consistent and is always informed of our full case.”


Question: 
What did you find least helpful about the service?
Responses: “Not meeting face-to-face - but that wasn't anyone's fault, it was just circumstances with my particular concerns/issues”
“Stretched service”
“Needed to wait a few days for an appointment on one occasion. Need more staff; another full-time person.”

“Difficult to get there. Small meeting rooms.”

“Tribunal. It would be good if ContinYou could come along with me as they helped with all the hard work up to this point.”
“Very busy - need more staff. Ealing is a big borough and is a lot of work for 3 people.”

“Very busy service and not always able to speak to my officer when I needed to.”
“Not quite knowing when I could turn to the service.”
“Have to wait for an appointment sometimes.”
“Lack of hours available to me. Could do with more support if the service were to grow then the resources would be more available.”

Appendix  A: Annual Service User Questionnaire

Our second year as the provider for the parent partnership service in this borough has passed, and we would like to ask you for some feedback about how you felt we have performed. If you could please respond to the questions as honestly as possible in order for us to be able to ensure we provide a service that is most helpful to you.

1. What particular support did you want from the service?

(Please put an X against all that apply)
· Advice & Information about SEN

· Support at Meetings

· Support during Assessment process

· Information about Voluntary Organisations

· School Transition

· Advice & Information about Exclusions

· Other (please specify)
2. Where did you hear about the service?

· SENCO/School

· Education/Health Professionals e.g. Educational psychologists, Occupational therapist

· Voluntary Organisation e.g. Mencap, Contact-A-Family

· Internet

· Poster/Press Release

· Friend/family/word of mouth

· Other (please specify)

3. Did you feel your case was dealt with promptly?

· Yes (call returned within 24 hours; contact with case worker within 5 days)

· No (initial call unreturned; no contact with case worker)

· Somewhat (e.g. call returned more than 24 hours; contact with case worker within 10 days)

4. How did you find communication with the service?

· Very Good

· Good

· Ok

· Poor

· Very Poor 

5. Did you feel your views were heard?

· Yes

· No

· Sometimes

6. Did you feel involved in the decision-making?

· Yes

· No

· Sometimes

7. Did you come away from meetings (either with your case worker or at a school with your case worker) feeling empowered?

· Yes

· No

· Sometimes

8. How was the support from the service?

· Very Good

· Good

· Ok

· Poor

· Very Poor

9. Following contact with the service do you feel confident in representing your views?

· More Confident

· Confident

· Less Confident

· Not Confident

10. Did you feel positively involved in the service?

· Yes

· No

· Somewhat

11. Is there any area you feel the service needs to improve on?

(Please put an X against all that apply)
· Advice & Information about SEN

· Support at Meetings

· Support during Assessment process

· Information about Voluntary Organisations

· School Transition

· Advice & Information about Exclusions

· Other (please specify)

12. Overall, on a scale of 1 to 5, with 1 being not satisfied and 5 being very satisfied, how satisfied were you with the service?
(Please put an X against the number that applies)

1                       2                       3                        4                          5

13. What did you find most helpful about the service?

14. What did you find least helpful about the service?

15. Is there any other information you think will help us support you better?

Thank you for taking the time to fill out this survey. 

The responses you’ve given will help us provide a service that meets your needs.
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