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Summary of results
The survey sought feedback from individuals 
who had accessed or tried to access their 
local Special Educational Needs and Disability 
Information Advice and Support Services 
(SENDIASS) in the preceding year (July 2018 
– September 2019). 887 valid responses were 
received.  

Just under two thirds (63.4%) of all respondents 
said that they found it ‘easy’ or ‘very easy’ to 
access their local SENDIASS. However, 11.3 per 
cent found it ‘difficult’ or ‘very difficult’, and 11.5 
per cent said that they were unable to get in 
touch with the service.

Of those who were able to get in touch

• Just over three quarters (77.3%) said that the 
service was either ‘helpful’ or ‘very helpful’; 
12 per cent said it was ‘unhelpful or ‘very 
unhelpful’

• Just under half (46.9%) said it had greatly 
improved their knowledge of issues relating 
to SEND; just under a third (30.3%) said their 
knowledge had improved ‘a bit’ and 2.7 per 
cent reported  no increase in knowledge

• Just over two fifths (44.1%) of respondents 
said that the service had made them much 
more confident about getting the right 
services and support; just over a quarter 
(28.5%) said they felt a bit more confident 
and 26.6 per cent reported no increases in 
confidence

• Just under three quarters (71.6%) said they 
would recommend the service to others; 14.9 
per cent were indifferent and 12.5 per cent 
said that they would not.

The most commonly identified reasons for 
accessing SENDIASS were for: 

• Advice about the process for Education 
Health and Care plans 

• Advice about the child’s needs

• Help communicating with the school, local 
authority or other service

• Advice about how to get the support or 
school place the child needs

• Information about the child’s rights and 
entitlements. 

Further analyses revealed that:

• Those who were directed to the survey 
by their local SENDIASS (17% of the total 
sample) tended to give more positive results

• There was some modest regional variation 
in responses, with those in the South East 
finding their services the most helpful, and 
those in the East the least helpful

• Those who had attempted initial contact in 
the past 6 months were more likely to say 
that they were unable to get in touch than 
those who had first tried to access their 
service at any point in the past 18 months. 
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Introduction and Methodology 
In early summer 2019, NCB was commissioned 
by the Department for Education to carry 
out a customer satisfaction survey of Special 
Educational Needs and Disability Information 
and Advice Services (SENDIASS) across England.

An online survey was launched on 11th July 2019 
and closed on 23rd September 2019. Links were 
disseminated via NCB’s social media, website 
and email subscriber channels. Further onward 
dissemination was encouraged. This approach 
is classed as a ‘snowball’ sampling strategy. 
This was necessitated by the requirement to 
primarily recruit respondents independently 
of individual SENDIASS and the absence of a 
national database of customers from which a 
random or purposive sample could be drawn. 
Due to the sampling strategy, it cannot be 
assumed that the responses received are 
representative of the views of all SENDIASS 
customers, and caution is exercised in the 
interpretation of the findings.

The survey included clear instructions and 
guidance as to its purpose and filter questions 
ensured that only those who had accessed or 
tried to access SENDIASS in the past year were 
included. A summary of respondent information 
is appended to this report.

The survey was aimed at parents, carers, 
children and young people with SEND and 
professionals. Accessibility of the survey was 
therefore a key consideration. Questions were 
designed with clear, simple language and aided 
by the use of emoticons. Options to complete 
the survey on paper or by telephone were 
advertised alongside and within the survey.

Five core questions gathered customer’s views 
on:

• How easy they found it to access the service

• How helpful they found the support they 
received 

• To what extent it improved their knowledge 
in relation to SEND

• To what extent it improved their confidence 
in accessing services

• Whether they would recommend the service 
to others.

The paper versions of the survey, containing 
the full question wording, are appended to this 
report.
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Survey results
1. Access
The first of the five core questions concerned 
ease of access to their local SENDIASS. 
Responses to this question are set out in figure 1, 
below.

Figure 1: How easy was it to get in touch 
with the local Information, Advice and 
Support Service? (n=887)

*Respondents were asked as part of a separate 
question if they were able to get in touch with 
their local Information, Advice and Support 
Service. Those who answered ‘no’ were not 
asked the five core questions but are included in 
these results as ‘not able to access’

Around a third (32.4%) of respondents said they 
found it ‘very easy’ to get in touch with the 
local Information Advice and Support Service. A 
similar proportion (31%) said that they found it 
‘easy’, making just under two thirds (63.4%) of 
respondents saying it was either ‘easy’ or ‘very 
easy’ to access their local service. 2.4% said they 
found it ‘very difficult’ and 8.9% ‘difficult’. 

In a separate question preceding the five 
core questions, respondents were asked 
whether they were able to get in touch with 
the service. 11.5% of respondents said ‘no’ and 
were consequently not asked the five core 
questions. The results presented above include 
these respondents. Additional caution should 
be exercised in interpreting these responses, 
as based on responses to the final open ended 
question (which all respondents were asked) 
, there may have been differences in how the 
initial question on access was interpreted . 
For example, some respondents may have had 
one failed attempt at contacting the service, 
but had been successful on another occasion, 

whilst others had had no response at all to the 
service.  In total, just over a fifth (22.8%) of 
respondents said they found it ‘difficult’ or ‘very 
difficult’ to access the service or responded 
‘no’ when asked if they had been able to get 
in touch with the service. Additional analysis of 
responses relating to ease of access was carried 
out according to reasons for help seeking. This 
is set out in detail in the section ‘reasons for 
contacting the service’ below, and may point to 
more serious or urgent issues being prioritised 
by services.

At the end of the survey, respondents were 
asked in open question for any further views 
they wanted to share. Many responses to this 
question were relevant to the issue of access. 
Some respondents expressed dissatisfaction 
around waiting times for responses, which 
they had been made aware of through 
messages on the service answerphone or email 
acknowledgements, or through experience of 
waiting. Some suggested that this meant that 
they could not get the information or advice 
they need before a deadline as part of process 
of assessing and planning to meet the needs 
of a child. There were, however, also some 
comments praising the responsiveness of the 
local service. It may also be relevant to note 
here that some respondents raised concerns 
about the services being understaffed or 
overstretched, either giving their own view or 
reporting having been told this by the service.

2. Helpfulness
The second of the five core questions asked 
respondents how helpful they found their local 
service. The results are set out in figure 2, 
below.

Figure 2: How helpful did you find the local 
Information, Advice and Support Service? 
(n=785)
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accuracy of the information and advice offered. 
Some respondents suggested that staff were 
very knowledgeable, whilst others were 
concerned that they were not knowledgeable 
enough. Some respondents suggested that 
this varied between individual staff members. 
Of those who made negative comments about 
the quality of advice, a common theme was a 
perceived lack of impartiality and that advice 
was unduly determined by the local authority’s 
policies or interests and not the law.

4. Confidence and longer term 
outcomes 
The fourth of the five core questions inquired as 
to what extent the service made customers feel 
more confident about getting the right services 
and support. Results are set out in figure 4, 
below.

Figure 4: Has the service made your feel 
more confident about getting the right 
services and support (n=785)

Just over two fifths (44.1%) of respondents said 
that the service had made them much more 
confident about getting the right services and 
support. Just over a quarter (28.5%) said it 
made them feel a little more confident, whilst a 
similar proportion (26.6%) said it did not make 
them feel and more confident. These results are 
based just on those respondents who answered 
‘yes’ when asked if they had been able to get in 
touch with the service.

This question aimed to measure the immediate 
impact of accessing the service. However, 
responses will also be heavily determined by the 
existing expectations customers have of schools 
and other local services. Where customers have 
expectations that exceed what is available or 
due under the law, it could be argued that it is 
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Just over half of respondents (52.9%) said that 
they found the service ‘very helpful’. Just under 
a quarter (24.5%) said they found it ‘helpful’. Just 
over three quarters (77.3%) said that the service 
was either ‘helpful’ or ‘very helpful’.  A total of 12 
per cent said that they found the service either 
‘unhelpful’ or ‘very unhelpful’. These results are 
based just on those respondents who answered 
‘yes’ when asked if they had been able to get 
in touch with the service.  Responses to this 
question on helpfulness have also been further 
analysed according to several respondent 
factors, as set out in the sections ‘reasons for 
contacting the service’ and ‘further analyses’, 
below.

3. Knowledge
The third of the five core questions concerned 
the extent to which customers felt the service 
had improved their knowledge of issues relating 
to Special Educational Needs and Disability. 
Results are set out in figure3, below.

Figure 3: Did the service improve your 
knowledge of issues relating to Special 
Educational Needs and Disability? (n=785)

Just under half (46.9%) of respondents said 
that the service had greatly improved their 
knowledge of issues relating Special Educational 
Needs and Disability. Just under a third 
(30.3%) reported a little improvement in their 
knowledge. Just over fifth (21.7%) said that it 
did not improve their knowledge at all. These 
results are based just on those respondents who 
answered ‘yes’ when asked if they had been 
able to get in touch with the service.

Many responses to the open question at the 
end of the survey included relevant comments 
about the knowledge of staff and the perceived 



7

7

5. Recommending the service 
The fifth and final of the core questions asked 
whether respondents would recommend their 
local SENDIASS to others. The results are set out 
in figure 5, below. 

Figure 5: If someone you knew wanted 
information, advice or support about 
special educational needs, would you 
recommend the local SEND IAS service to 
them? (n=785)

Just under three quarters (71.6%) of respondents 
said that if someone they knew wanted 
information, advice or support about special 
educational needs, they would recommend the 
local SENDIASS. 14.9 per cent said that they 
‘maybe’ would and 12.5 per cent said that they 
would not. These results are based just on those 
respondents who answered ‘yes’ when asked 
if they had been able to get in touch with the 
service.

part of the job of a SENDIASS to manage those 
expectations. Indeed, some responses to the 
open question suggested that while the service 
was supportive, a lack of available services for 
children and young people, or the SENDIASS’s 
lack of influence would mean that they were not 
confident of getting the services and support 
they needed. However, also through the open 
ended question, some respondents shared the 
views on positive impact the service had had 
on longer term outcomes. Three illustrative 
examples are set out below

 
“I have found the service invaluable. Dealing 
with schools and LA's can be very daunting. 
They have helped with brilliant guidance and 
advice. They have made a massive difference in 
my family’s life.”

 Parent/carer customer of SENDIASS 

“SENDIASS support helped me to convince my 
child’s school that they needed to be tackling 
my child’s needs rather than punishing the bad 
behaviour. Their intervention on the phone and 
in the meeting helped me find the vocabulary I 
needed to deal with school and get the help my 
child needed in his setting.  His improvement in 
behaviour over the last couple of terms is now 
celebrated by school as a real success.“

 Parent/carer customer of SENDIASS 

“[the local SENDIASS] helped us hugely and 
saved our sanity in getting our child into the 
right special school provision.”

 Parent/carer customer of SENDIASS
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All respondents were asked how they wanted 
the SENDIASS to help them. They were able to 
select multiple options from a predefined list, 
as well as suggest other issues or tasks. Table 
1, below, sets out the results. It also sets out 
for those who identified each issue/task, the 
proportion who said they had not been able to 
get in touch with the service, and (of those who 
were able to get in touch), the proportion that 
found the service ‘helpful’ or ‘very helpful’.

Table 1: Reasons for accessing the service 
and associated data on access and 
helpfulness

The most commonly identified reason for 
accessing SENDIASS was for advice about 
the process for Education Health and Care 
plans, which was reported by 61 per cent of 
respondents. Other common reasons were for 
advice about the child’s needs (51.1%), help 
communicating with the school, local authority 
or other service (46.8%), advice about how to 
get the support or school place the child needs 
(44.6%) and information about the child’s rights 
and entitlements (43.9%). 

The proportion of respondents who said 
they were not able to get in touch with the 
service ranged from 7.4 per cent to 16.1 per 
cent, depending on their reason for accessing 
the service, although this range is narrower 
for the most common five reasons described 
above (9.1%- 12.9%). Similarly, the proportion 
of those who said that the service was either 
‘helpful’ or ‘very helpful’ varies little amongst 
the most common reasons for accessing the 
service (78.5 to 79.9%). The higher degree of 
variation towards the bottom of the table may 
be expected as the percentages in question 
are calculated from smaller bases. This analysis, 
therefore, does not point to services being any 
more or less responsive or helpful for any of 
these particular issues or tasks.

One potentially interesting observation is that 
the reason with the least positive figures – 
information about local services, with 16.1% 
of respondents reporting that they were not 
able to get in touch with the service, and 73.1% 
saying that the service was helpful or very 
helpful – may be argued to be a less urgent 
reason for accessing the service. The reason 
with the most positive figures – advice about 
school exclusions, with 7.4% saying they were 
not able to get in touch with the service and 
87.4% saying they service was ‘helpful’ or very 
helpful – may be argued to be a more urgent 
reason for accessing the service. If replicated 
across a larger sample, this may provide 
evidence of services prioritising cases according 
to urgency of need.

Reasons for accessing the service 
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By survey recruitment channel

Table 2A: How easy was it to get in touch 
with the local Information Advice and 
Support Service?

 
Table 2B: How helpful did you find the local 
Information Advice and Support Service?

Table 2C: Did the service improve your 
knowledge of issues relating to special 
educational needs and disability?

Table 2D: Has the service made you feel 
more confident about getting the right 
services and support?

Further analysis 
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Table 2E: If someone you knew wanted 
information, advice or support about 
special educational needs, would you 
recommend the local SEND IAS service to 
them?

Overall, those who received the survey from 
their local SENDIASS gave more positive 
responses. For example: 

• 42.2 per cent of those who accessed 
the survey via their SENDIASS reported 
the service to be ‘very easy’ to access, 
compared with 30.4 per cent of those who 
accessed the survey by other means

• 63.1 per cent of those who accessed the 
survey via their SENDIASS said that they 
found the service ‘very helpful’ to access, 
compared with 50.6 per cent of those who 
accessed the survey by other means

• 51.8 per cent of those who accessed the 
survey via their SENDIASS said that the 
service had made them feel much more 
confident about getting the right services 
and support, compared with 42.4 per cent 
of those who accessed the survey by other 
means.

These results may suggest some selective 
advertising. Equally, they could suggest 
that it was better performing services which 
signposted customers to the survey, whilst 
other services did not (it is not possible with 
the available data to identify which services had 
done so). Either way, the results would support 
the supposition that where SENDIASS control 
recruitment of respondents, the customer 
satisfaction data collected, may not be 
representative of the wider customer base.

By region
In order to monitor the geographic spread of 
the sample, respondents were asked to provide 
the first half of their postcode. The majority of 
the sample provided this information, allowing 
768 responses to be coded by region (including 
685 responses to the core questions). Table 3, 
below, sets out the proportion of respondents 
from each region who said they were unable to 
get in touch with the service, and of those that 
could, the proportion that said they found the 
service ‘helpful’ or ‘very helpful’. Percentages 
are not provided for the North East and the East 
Midlands due to low response numbers (of 11 
and 41 respectively).

Table 3: Helpfulness and access by region 

There appears to be some variation in responses 
given by region, however limited. For example, 
the region with the highest proportion of 
respondents saying the service was ‘helpful’ 
or ‘very helpful’ was the South East with 81.2 
per cent, compared to 69 per cent, the lowest 
figure, in the East of England. The proportion 
saying they could not get in touch with the 
service was higher in the East of England (17.6%) 
and in London (17.1%) and lowest in the South 
West (5.9%).
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By time period
Respondents were asked what month and year 
they had first got in touch with the service. 
Responses were then grouped into four time 
periods. Table 4, below, sets out the proportion 
of respondents from each of these periods who 
said they were unable to get in touch with the 
service, and of those that could, the proportion 
that said the service was ‘helpful’ or ‘very 
helpful’.

Table 4: Helpfulness and access by time 
period 

Those who had first got in touch with the 
service prior to April 2018 were most likely to 
say that they found the service ‘helpful’ or ‘very 
helpful’. It is important to remember that survey 
was explicitly aimed at those who had accessed 
SENDIASS in the past year (after June 2018). So, 
those who had first accessed the service prior 
to April 2018 are likely to have been engaged 
with the service over a period of months and 
therefore may have received more intensive 
support. Those who accessed the service prior 
to April 2018 but were not still engaged with the 
service after July 2018 were not the subject of 
this survey. 

Of the three more recent time periods, 
respondents who first accessed the service in 
the past six months more likely to say that they 
were not able to get in touch with the service 
(16.8%). They were also more likely to say that 
they found it ‘helpful’ or ‘very helpful’ (with 
76.5% of respondents saying this) although the 
difference with early time periods are small. This 

group may of course include those who have 
only very recently contacted their local service 
and are awaiting a response (and may have 
received one since completing the survey). 

In addition to the caveats given above, it should 
also be noted that it is not usual research 
practice to assess change over time through a 
single survey. Rather, results of identical surveys 
carried out at appropriate intervals could be 
compared for this purpose. 

Although these results are hard to interpret, 
the results from those who first accessed their 
local service since April 2018 may point to 
services getting harder to access. To draw any 
conclusion about this any recurrent variation in 
activity levels across the academic year would 
need to be understood and taken into account.  
These potential trends, however, do warrant 
further monitoring and analysis
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Who were you accessing the service for? 
I was accessing the service for...

How did you hear about this survey?

How old are you?/Is the child you were 
accessing the service for?

Region 

 
Response mode

Appendix: Respondent information
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