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Service Offer
For this period of evaluation, the service offered IAS to parents of children and young people with SEND (0-25), Children with SEND (0-16) and Young People with SEND (16-25). 
A questionnaire has been sent to service users at the closing of the case.  Data gathered over a period of 12 months, referrals made from April 2023 to March 2024 has been used to inform the Evaluation Report.  
During this period questionnaires were sent out via a survey monkey link. Not all service users have completed their service feedback, therefore the information contained within this report is to be seen as a ‘snapshot’ of service user feedback.

Service Reach
During this period, we offered a level of service to 1,418 service users. 398 of which made contact via our website ‘contact us’ page. All service users were provided with the link to our survey monkey evaluation at the end of their work with us. 
Value Judgements

Parents were asked to indicate their response to particular statements using a range from ‘yes very’ to ‘not at all’. Six of the questions asked are also in line with other IAS Services nationally and so can provide some comparison for this financial year which will be reported towards the end of the parent evaluation.  

Most response rates to the service evaluation show an increase in positive outcomes from previous year. 

Measuring Impact

93.05% of respondents felt the information we gave to them was clear and easy to understand (a small increase on previous year). 89.42% felt information we had given was helpful (a very small decrease from previous year). 87.92% also told us they felt more confident and knowledgeable about their situation (again a very small decrease) and 83% felt more able to share their views, wishes and feelings about future situations (an increase from previous year). 91.07% stated that they were satisfied with the service we gave them (again a small increase on previous year). 
Website

Service users were asked if they had made use of the Service Website. 65.93% of respondents found the website to be either helpful or very helpful, 30.76% reported they hadn’t used it. These figures show that from the respondents to the evaluation, more service users found the website helpful and made use of the site and its contents. The website now enables website users to feedback about their website experience as they make use of the site. We have not received any comments during this period. 
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Making a difference

86.81% of respondents answered positively that our service involvement had made a difference to their situation (an increase from previous year). 4.94% were unsure if our involvement had helped, however 8.24% felt our input had not helped move their situation on in a positive direction. 
We asked if following our involvement their relationship with schools/settings/services/LA changed. 37.87% stated their relationship had remained positive, 28.28% stated their relationship had remained challenging. However, 31.81% reported that their relationship had improved since our involvement. 2.02% of service user feedback suggested our involvement had impacted negatively on their relationships with school or LA (this equates to 4 service users).
National Comparison
The Minimum Standards for Information, Advice and Support Services emphasise the importance of assessing the outcomes of the work done by Information, Advice and Support Services (IASS). One of the key sources of evidence is feedback from service users. Following a period of consultation the IASS Network developed a set of 6 core questions that all IASS were then asked to incorporate into their service user feedback questionnaires.
Nationally SENDIASS services include a range of relatively small IASS serving unitary authorities through to IASS covering large shire counties and more than one authority. They also include in-house and out-sourced IASS. 

In 2024 all 152 Local Authority SENDIAS services were asked to submit at least 30 sequential pieces of service user feedback. 9230 pieces of feedback were submitted from 127 Services. 
Of these: 

· 5633 from parents  

· 26 from children (0-16) 

· 131 from young people (16-25)  

· 3440 unspecified  
Comparison of National Data from 2024 to Rotherham SENDIASS 2023/24 on the six specified questions
Percentage of parents who felt it was easy to get in touch
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Percentage of parents who felt the information given was helpful
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Percentage of parents who felt confident the service was impartial
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Percentage who felt the Service made a difference to their situation
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Percentage who felt satisfied with the service offered
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Percentage who would recommend the service to others


[image: image8.emf]87

87.5

88

88.5

89

89.5

90

90.5

91

91.5

92

92.5

National

Rotherham


What’s working well?

On the whole, service user feedback continues to be positive. Service users find the response from SENDIASS to be helpful and informative.
‘Very quick response, answered all my questions and gave me some really good informative information on my situation.  I felt listened to, I felt supported even though I didn’t know the person on the other end of the phone I felt like they actually cared about my child and the struggles I was going through’.
‘Very informative and felt they could understand what I was saying easily’
Service users have stated that they have been satisfied with the offer they have received. ‘Easy to contact and very useful information and advice shared, would recommend and will be in touch again.  Felt like I was listened to and not just another SEN case/parent. Learnt new things and this has been so positive.  Thank you for your help’

They have also reported that our involvement has made a difference to their situation.

‘I was at a loss with school, I didn't know I could get any help without having a diagnosis. The information I received to help me with school was really amazing. I felt so much more confident at the SEN meeting thanks to you!’

‘Felt listened to and understood, practical and completable advice given, everything fully explained, both positive and negative aspects. Remained unbiased but very supportive and the information and staff helped reduce my anxiety and eradicated any confusion I had when the situation was unwanted and difficult to go through.’
Service users on the whole, have found we are easy to contact. 
‘Quick response!’
What are we worried about?
Although Service reach has increased year on year since the SEND Reforms, service feedback has not followed the same trajectory. This report therefor only allows insight into a small percentage of service users experience and so can’t be seen as a fair representation. (This report makes use of 189 service users’ feedback)
This year has also seen a slight decrease with parental satisfaction. We are unclear if there are specific reasons for this however, we could hypothesis the following.

· As a result of staff leaving, we have carried an 8 month vacancy while looking at the recruitment process. This has impacted on the service we have been able to offer and is reflective in some feedback. 
‘Not particularly had any help with problems I'm having with school and they can never attend meetings with me’

‘I have worked with you before for my oldest and you was great I just don't feel very supported this time’
What needs to happen?
· To monitor the 5 day return rate for callers coming to the service. 
· To monitor the evaluation feedback particularly from the use of the advice line (as this is where most of the negative feedback has stemmed from) and address any concerns as they are identified. 
· For the team to ensure service users are provided with information around our impartiality and experience this throughout all the service they receive. 

· For Service Users receiving a level 1 or level 2 service via the advice line to be able to fully explain their situation and feel listened to. For staff to ensure they use active listening on all calls and unpick the situation fully to allow for the correct information and advice to be shared. Situations to be provided with ongoing support when needed (as capacity allows) 
As word of mouth is an important factor in parents using the Service parents were asked for quotes that could be used on service literature. The comments from this financial year have been added to a presentation which can be found on our website. https://youtu.be/gpJ-9lYsVLM 
Introduction





Rotherham SENDIASS was launched in April 2015 and was built on the Rotherham Parent Partnership Service which had been established since 1994. The service evaluates its offer by asking service users to complete a service questionnaire. 





Open and closed questions and value judgements have been used in all questionnaires.  Not all questions have been answered by respondents, and some have responded to more than one point within the same question. The percentage figure has been calculated according to the number of respondents for that question.   











How the Service Operates


The majority of responses were positive and were in the ‘yes very’ and ‘yes’ categories.  


89.67% felt it was easy to make contact however this is a very small increase from previous reported year (89.34%). 3.28% stated they were unsure if the contact they made felt ‘easy’ but a further 7.04% reporting that this had not been easy. This number feels unacceptably high, but may be explained by the 8 month vacancy we had within the service this year, following 2 staff members leaving and a gap of 8 months prior to fully recruiting to those posts. 


92.46% of Service users who responded to the evaluation felt they were well listened to, which is an increase from previous reported year. With 3.01% feeling unsure about this and a further 4.52% feeling they were not listened to.  


92.46% of respondents would feel happy to contact the service again with 4.02% feeling this would not be the case (others felt unsure). 


92.27% said they would recommend the service to others with 2.41% feeling they would not which is an improvement on last year. (The others remained unsure). 


93.36% of respondents were confident the service was confidential an increase from previous reported year.  1.02% were not confident that our service was confidential.


90.95% felt information, advice and support offered was impartial which again is a small increase from previous year (88%).  2.01% felt we were not impartial.
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