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1.
Executive Summary

	Thank you for an excellent service which enables our daughter to participate fully in education. [Parent]

I am extremely happy with the service we are given by our local team. I find them very professional, very helpful and genuinely concerned about our students. I thank them sincerely for this. [Educator]


The Ministry of Education carries out an annual client satisfaction survey (CSS) of parents and educators as part of its commitment to continually improve special education (SE) services. This report presents a summary of the findings from the 2012 CSS.

Parents and educators are surveyed about the Ministry of Education special education core services. In 2012 Special Education was integrated into the Regional Operations Group, but for the purpose of this report we will refer to SE and SE staff. 

Approach
This report draws on analysis of quantitative data from the CSS combined with a thematic summary of qualitative data from an open-ended question included at the end of the survey.

A total of 790 surveys from parents and 1,588 surveys from educators were received.  The returned surveys gave a response rate of 24% for parents and 50% for educators.  As these response rates are relatively low, particularly for response from parents, the data presented in the report should be treated as indicative rather than robust.  The qualitative analysis presented in the report was based on 430 comments from parents and 582 comments from educators.  
Key findings
Parents and educators are satisfied with the overall quality of service provided by Special Education

Just over three-quarters of parents (78%) were satisfied with the overall quality of service SE provided to their child.  As a group, educators were less satisfied than parents; however two-thirds of educators (63%) still indicated that they were satisfied with the service provided by SE.  Approximately one-in-seven educators (14%) and one-in-twelve parents (8%) were dissatisfied with SE service provision.
Parents and educators were more satisfied with early intervention and communication services than behaviour or ORS/complex needs services.  These differences were slight however.  
Parents and educators view the competence of, and fair treatment provided by, SE staff as strengths of the service
The survey asked respondents about a range of factors designed to assess the quality of SE service provision. 

The two aspects of service delivery that parents and educators were most satisfied with were:

· I was treated fairly (87% of parents, 78% of educators agreed)

· Staff were competent (84% of parents, 74% of educators agreed)

This indicates strongly that parents and educators alike, view the professionalism and experience of SE staff as strengths of the service.  

These strengths of SE staff were also noted in the comments made by parents and educators at the end of the survey.
“It is a pleasure to work with [team]. They are friendly, knowledgeable, highly professional, innovative and supportive. They respond to requests promptly and provide highly valued teaching and learning advice and resources”. [Educator]

Parents and educators view the time it takes to access SE services as the area most in need of improvement
The aspect of service delivery that parents and educators were least satisfied with was:

· Overall, how satisfied were you with the amount of time it took to get the service? (59% of parents, 54% of educators were satisfied)

As shown in responses to the open-ended question, the timeliness of SE service provision was the only major concern for many parents and educators.  Concerns about the timeliness of service provision were related to a broader concern that ‘things can get worse’ while learners are on the waiting list.  Parents and educators also find that gaining access to SE services can be ‘frustrating’ and believe that learners who would benefit from the services are ‘missing out’.

Satisfaction with SE service provision has remained stable for parents and educators over the past two years

For both parents and educators, overall levels of satisfaction with SE service provision were similar in 2012 to those reported in 2011.  The aspects of service delivery that parents and educators were the most and least satisfied with also remained consistent across the past two years.  In both 2011 and 2012, parents and educators were most satisfied with the competence and fairness of SE staff and were least satisfied with the amount of time it took to receive the SE service.  
Parents of Māori and Pasifika learners were just as satisfied with SE service provision as parents of New Zealand European learners.  
Overall, parents of Māori learners and parents of Pasifika learners were satisfied with the overall service provided by SE (82% and 83% respectively).  Most parents of Māori and Pasifika learners also felt that the cultural needs of their family were well considered (85% and 86% respectively). These figures are higher, but not statistically different, than for parents of non-Māori learners (76% and 83% respectively).

Educators reported higher levels of satisfaction with the overall service, and various aspects of service delivery (e.g. staff competence, good value for money) for Pasifika learners relative to the service delivered to students of other ethnicities.

Findings indicate that SE service delivery is closely aligned with the majority of the values in the service promise.
Linkages were made between items from the survey and each of the five components of the SE service promise.  Parents’ and educators’ responses to these items indicated that SE service delivery is closely aligned with the majority of these values. Consistent with some of the challenges associated with timeliness of SE service delivery identified by parents and educators, the Service Promise ‘we will do what we say we will do in a timely manner’ was an area identified as needing improvement. 
Next steps: 2013 Client Satisfaction Survey 
Each year, changes to the CSS have improved the quality of data and enabled a clearer national picture to emerge. In 2012, changes to sampling procedures increased response rates and ensured findings from the CSS were accurate reflections of all SE service users. 
During the first half of 2013 the Regional Operations Service Delivery team will review the questions in the CSS and how the survey is carried out. The review will also take into account any service changes made as part of the Regional Operations change programme. The Research Division will provide input into this review process. 
2. 
Introduction
Background

The Ministry of Education special education (SE) carries out an annual client satisfaction survey (CSS) of parents and educators as part of their commitment to continually improve SE services.

The aim of the CSS is to be able to improve our services based on what parents and educators tell us. The objectives of the CSS are to: 
· measure satisfaction with aspects of service delivery

· identify priority areas for improvement from the point of view of SE clients
· compare how we are doing against our service promise from 2011 onward.
· use the results to inform SE business planning.
The Ministry also reports results of the CSS in the Vote Education output plan for three quality measures:

· Parents and educators are satisfied with the Ministry’s overall quality of service delivery (metric - 75% of parents and educators are satisfied)

· Parents, families and whānau of Māori and Pasifika children receiving special education services are satisfied with the overall quality of service delivery (metric – Māori and Pasifika families, parents and whānau are at least as satisfied with the overall quality of service delivery as New Zealand European)
· Parents and educators are satisfied that Ministry staff considered cultural needs in the way they worked with the child and their family (metric – 75% of parents and educators are satisfied)

Structure of the report
The structure of this report is:

· Methodology: a brief overview of issues related to sample design and selection, survey response rate, and analysis.

· Findings: survey findings are reported under the following headings:

· Overall, how satisfied were parents and educators?

· What aspects were parents and educators most satisfied with?

· What aspects were parents and educators least satisfied with?

· How does this compare with results from last year?

· What can the survey tell us about satisfaction with services provided to Māori and Pasifika students?

· What can the survey tell us about performance relative to the SE service promise?

3.
Methodology

	Summary

	· The CSS is comprised of 14 likert scale questions, and an open ended question, and collects demographic information including ethnicity.
· To address limitations of the 2011 CSS sample, Māori, Pasifika learners were oversampled.  Students funded through ORS were also oversampled to ensure they were surveyed every four years.  Before analysis, the data was weighted to correct for any bias introduced by oversampling these groups.
· In total, the survey was sent to 3,367 parents and 3,148 educators for whom the Ministry held an accurate postal or email address.
· 790 (24%) parents and 1,588 (50%) of educators responded to the survey.
· In the analysis for this report, the ‘3’ on the likert scale has been treated as a neutral response; it is not counted as either positive or negative.


Survey design
This section provides a summary of the survey form and sample design, and sample selection.
Survey form design
The CSS is based on the Common Measurement Tool, a standardised survey for measuring client/customer satisfaction that is used across a number of public and private sector organisations.
 The CSS includes:

· a series of 14 likert scales focused on satisfaction with different aspects of service delivery
· one open-ended question designed to capture any additional comments
· collection of demographic details (ethnicity of the child, region and service received).

The CSS form is included as Appendix B.

Sample design
Previous methodology: The 2011 CSS used a simple random sample of young people who had eight or more hours of service provided by SE during the previous year. Analysis of the data from returned surveys identified a number of issues with this sampling method, in particular a very low number of responses from parents and educators of Pasifika young people. The response rate for the 2011 CSS was also relatively low, particularly for parents (22% response rate for parents, 47% for Educators). 
Current methodology: The following changes were made to attempt to address these issues and improve the response rates:
· Māori and Pasifika young people were oversampled to increase the number of respondents in these priority groups, increasing accuracy of estimates.
· A reminder email/letter was provided to educators and parents two weeks after the survey was initially sent out.
Following the introduction of the SE service survey in August 2011, carried out when learners finish receiving a core service, SE NMT requested that learners receiving ORS funding be surveyed every three years in the CSS (later revised to every four years).

During 2011/2012, SE completed the implementation of the Case Management System (CMS).  The sample for the 2012 CSS was drawn from the CMS instead of Te Pātaka client database which had been used for the 2010 and 2011 CSS.
Sample selection
Table 1 presents the target sample for the 2012 CSS, including oversampling of Māori, Pasifika, and ORS/Complex needs funded young people. Note that the number of Pasifika students in each service type represents a census of Pasifika young people with five or more hours' service at the time of drawing the sample. This is likely to be an underestimate of the number of Pasifika young people as the data from some regions in the CMS database did not appear to be completely up to date at the time the sample was drawn.

The target sample was based on targets for the accuracy of estimates for each subgroup. For example, assuming a 50% response rate for educators of Māori young people, a target sample of 1,200 respondents would provide 600 responses, enabling estimates to be presented with a confidence interval of at least ± 3.9%.
As the sample was selected using a stratified sampling technique, including oversampling certain population groups, the survey data was weighted before analysis. This process corrects for any bias introduced when oversampling certain groups.

The sample frame for the 2012 CSS was drawn by the Business Improvement and Support team in Regional Operations in August 2012.  The sample frame included 9,125 unique young people with five or more hours' SE service during the period 1 Jan 2012 to 30 June 2012. From this frame 3,742 young people were selected. Regional SE staff reviewed the proposed sample and provided advice on which cases were inappropriate to contact. Reasons for exclusion from the sample included recent or ongoing traumatic events involving the young person or their families. Young people excluded in this manner were replaced with another case, where possible ensuring targets for oversampling were met. 
Of the selected sample, 115 parents and 381 educators had no current contact details and were excluded. After sending the survey to the remainder of the sample, surveys for 125 parents and 78 educators were returned as they were incorrectly addressed.
The final sample for the survey (removing incorrect contact details) was 3,367 parents and 3,148 educators of young people.
Response rates
In total 790 parents (24%) and 1,588 educators (50%) responded to the 2012 CSS. The response rates for parents and educators are slightly higher than that of the 2011 CSS (22% for parents and 47% for educators). However, the response rate for parents remains very low indicating that estimates based on this data should be treated as indicative rather than robust.
Table 1 also provides an overview of the achieved sample by ethnicity and service type.
	Table 1: Responses received by Ethnicity and Service Type

	Māori
	Parents
	Educators

	
	Target
	Received
	Target
	Received

	Behaviour
	300
	35
	300
	173

	Communication
	300
	41
	300
	174

	ORS/Complex needs
	300
	61
	300
	156

	Early intervention
	300
	50
	300
	56

	Total Māori
	1200
	187
	1200
	559

	Pasifika
	Parents
	Educators

	
	Target
	Received
	Target
	Received

	Behaviour
	68
	13
	68
	31

	Communication
	88
	23
	88
	47

	ORS/Complex needs
	83
	25
	83
	27

	Early intervention
	150
	25
	150
	16

	Total Pasifika
	389
	86
	389
	121

	NZ European/Asian/Other
	Parents
	Educators

	
	Target
	Received
	Target
	Received

	Behaviour
	462
	89
	462
	286

	Communication
	442
	107
	442
	339

	ORS/Complex needs
	817
	243
	817
	419

	Early intervention
	380
	106
	380
	107

	Total Other
	2101
	545
	2101
	1,151

	Grand Total
	3690
	790*
	3690
	1,588*


*
Respondents could indicate more than one service type, as a result the figures in the table sum to more than the total number of responses received.
Demographic characteristics of respondents 
Parents and educators were asked to record a number of demographic characteristics for the learners that received SE support.  The following section presents this demographic information for parents and educators who responded to the survey.
Respondents by service type

Figure 1 shows that 40% of parents’ responses were for ORS/Complex needs service.  The remaining responses from parents were evenly distributed across the other three service types (Early Intervention 22%, Communication 21%, and Behaviour 17%).  Responses from educators were evenly distributed across three of the four service types; ORS/Complex needs funding 33%, Communication 31%, and Behaviour 27%.  Comparatively fewer educators (10%) responded for Early Intervention service.
Figure 1: Service type
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Note:
Note that respondents could indicate more than one service type.


This figure does not include data for 10 parents and 53 educators who did not indicate the type of service their child/student was receiving.
Respondents by ethnicity

Figure 2 shows that two out of three parents (64%) responded to the survey in relation to a learner of New Zealand European descent.  Educators were more likely than parents to respond in relation to Māori learners (32% for educators, 15% for parents).  Survey responses for learners of Pasifika descent comprised 11% of parents’ responses and 7% of educators’ responses.  The target response for learners of Pasifika descent was 11% (of all responses) in this survey.  This target was met for parents’ responses, but was slightly under for educators’ responses.

Figure 2: Ethnicity of learner
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Note:
Note that respondents could indicate more than one ethnicity.


This figure does not include data for 20 parents and 53 educators who did not provide ethnicity data.
Respondents by region

Information about the region parents were located in was only available for a small number of parents (133 out of 790)
.  As a result, Figure 3 shows only regional information for educators.
One in three educators who responded to the survey were from the Central North region (comprising Waikato, Bay of Plenty, Gisborne and Hawke's Bay districts).  There were proportionately fewer responses from educators in the Northern region (comprising Auckland, Tai Tokerau and the Northwest districts) than in the other regions.

Figure 3: Region
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Note:
This figure does not include data for 76 educators who did not provide region data.
Analysis
This section briefly outlines how data from the 2012 CSS was analysed.
Quantitative analysis
Quantitative data was weighted to adjust for bias introduced when oversampling Māori, Pasifika, and children funded through ORS. Throughout the report tables include the actual (unweighted) number of respondents, but report weighted proportions.
Quantitative data was collected via 14 five-point likert scales, with ‘1’ indicating the most negative response and ‘5’ indicating the most positive, for example:
	   3. Overall, how satisfied were you with the quality of service delivery?

          1                       2                    3                     4                       5

      Very dissatisfied                                                        Very satisfied


For reporting purposes, most of these scales were condensed to three point scales where ‘1’ and ‘2’ were combined to indicate a negative response, and ‘4’ and ‘5’ were combined to indicate a positive response. Confidence intervals were calculated for each of these combined figures by ethnicity and service type (for more information on how to interpret confidence intervals see the boxed section below).
Raw data using the five-point likert scales is presented in Table 2 to Table 15 in Appendix A. Combined ‘negative’ and ‘positive’ responses are presented, along with confidence intervals, in Table 16 to Table 29.

Qualitative analysis
Data from the open-ended question was analysed using a basic thematic analytical approach. Responses were read with the intention of identifying and coding key themes in the data. Issues raised were identified as key themes if they were recurrent and/or identified as directly contributing to satisfaction/dissatisfaction with SE services. 
Qualitative data from parents and educators was analysed separately. The qualitative data was analysed by two researchers, with coding from a sample of the data cross-checked to ensure consistency. 
	How to interpret confidence intervals

Many of the findings included in this report will be presented with a confidence interval at the 95% confidence level. A confidence interval (CI) is an indication of the reliability of a given estimate, and is expressed as a range (ie from 4% to 6%). At the 95% level we are effectively saying: if we were to redo this survey 100 times, with a new random sample each time, we would get an answer between these two percentage points 95 times out of 100.

Figures throughout this report depict confidence intervals as vertical black lines, the length of which determines the range of the confidence interval.

Confidence intervals highlight whether a statistical difference exists between two proportions.  Confidence intervals are reported in this report so conclusions about significant differences between two proportions can be made.


4.
Results from the 2012 CSS
	Summary

	· Consistent with the findings of the 2011 CSS, most parents and educators are satisfied with the service provided by SE. However, many find accessing these services challenging due to length of time taken to access services.  
· Overall, parents (78%) were more likely to be satisfied with the quality of service provided by SE than were educators (63%).
· Parents and educators have similar perceptions about the strengths and challenges associated with SE service.  Parents and educators view the professionalism and experience of SE staff as strengths of the service. Many parents and educators reported that:
· Staff are competent, professional, knowledgeable, supportive and genuinely care for the 
learners they work with
· SE staff build good rapport , communicate well and are prepared to go above and beyond if necessary
· Parents and educators noted that the quality of SE service does depend on the staff member who is supporting the learner – many staff provide excellent service but some deliver an unsatisfactory service
· Overall, 8% of parents and 14% of educators were dissatisfied with SE service provision. 
· The key area for improvement that was identified by parents and educators alike was the timeliness of service provision.  Parents and educators felt that the following were challenges to good service provision:
· Long waiting time in order to access services provided by SE
· Not enough service provided, access criteria too high or services stopping too soon
· Parents of Māori and Pasifika learners were equally satisfied with the overall quality of service and attention to cultural needs as were parents of New Zealand European learners.  Educators of Pasifika learners were more satisfied with the quality of service provision than educators of Māori and New Zealand European learners.
· Findings indicate that SE service provision is well aligned with most aspects of the SE service promise, but that effort is required to better align with the provision that ‘we will do what we say we will do in a timely manner’


This chapter summarises quantitative findings from the 2012 CSS, including: 

· overall satisfaction with SE services, as well as what respondents feel are the best aspects of SE service delivery, and what they feel most needs to improve

· a comparison with findings from the 2011 CSS

· what the CSS tells us about satisfaction with SE services for Māori and Pasifika young people

· what the CSS tells us about performance relative to the SE service promise.

Overall, how satisfied were parents and educators with the quality of SE services?
As shown in Figure 4, just over three-quarters of parents (78%, Confidence Interval 75% to 81%) were satisfied with the overall quality of the service provided by Special Education.  A small proportion of parents (8%, CI 6% to 10%) were dissatisfied with the overall quality of the service provided by SE while the remainder (14%) had neutral views of the service.
Two in every three educators (63%, CI 61% to 65%) were satisfied with the quality of service provided by SE.  Educators were significantly less likely to report satisfaction with the service provided by SE than parents.  Educators were also more likely to report dissatisfaction with the overall quality of service (14%, CI 12% to 16%) than were parents.

Figure 4: Overall, how satisfied were you with the quality of service delivery? (Question 3)
[image: image4.png]Parents

Educators

0% 20% 40% 60% 80% 100%

wdissatisfied wmneutral msatisfied




Note:
This figure does not include data for 11 parents and 134 educators who did not report their satisfaction/dissatisfaction with the service provided by Special Education
Parents and educators noted that the quality of service delivery varied depending on the staff member who was supporting the learner. Many have experienced what they described as ‘extremely good quality service’ from one SE staff member and ‘a disappointing service’ from another. There were also concerns about accessing equitable services in more remote areas.

	Previously we had excellent help and advice from several people in the service, but this year, the person we have dealt with has been next to useless. [Parent]


Satisfaction with the quality of SE services by service type and ethnicity of learner
Figure 5 and Figure 6 present parents’ and educators’ level of satisfaction with the quality of SE service by service type and ethnicity
.  Figure 5 shows that parents were significantly more satisfied with Early Intervention service than ORS/Complex needs service.  Additionally, parents’ level of dissatisfaction was significantly lower for Early Intervention service than they were for ORS/Complex needs service.  There were no other major differences in parents’ satisfaction or dissatisfaction levels across service types.  

Figure 5: Overall satisfaction by service type (parents only, Question 3)
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Note:
This figure does not include data from 11 parents who did not provide a satisfaction rating
Figure 6 shows that educators were more satisfied with the Communication service than with Behaviour and ORS/Complex needs service.  There were no other major differences in educators’ satisfaction levels between service types, nor were there any major differences in levels of dissatisfaction between all four service types. 
Figure 6: Overall satisfaction by service type (educators only, Question 3)
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Note:
This figure does not include data from 134 educators who did not provide a satisfaction rating
Figure 7 and Figure 8 show educators’ and parents’ satisfaction by ethnicity of the learner supported by SE.  As shown in Figure 7, there were no significant differences in parents’ satisfaction levels across the ethnic groupings.  There was one exception for dissatisfaction levels, and that was that no parents of Asian students reported feeling dissatisfied with the service provision.

Figure 7: Overall satisfaction by ethnicity (parents only, Question 3)
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Note:
This figure does not include data from 11 parents who did not provide a satisfaction rating
Figure 8 shows that educators were significantly more satisfied with services provided to Pasifika learners than with services provided to New Zealand European learners.  No significant differences in satisfaction levels were found for other ethnicities.  Educators were significantly more dissatisfied with services provided to Māori and New Zealand European learners than with services provided to Pasifika learners.  With these differences in mind, more than half of educators were satisfied with services provided to learners regardless of ethnicity.
Figure 8: Overall satisfaction by ethnicity (educators only, Question 3)
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Note:
This figure does not include data from 134 educators who did not provide a satisfaction rating
What aspects of service delivery were parents and educators most satisfied with?
This section highlights the aspects of service delivery that parents and educators were most satisfied with.  As is often the case in satisfaction surveys, parents and educators provided more specific comments about negative aspects of the service and made more general comments about the positives.  Parents for instance often wrote ‘great,’ ‘excellent’ or ‘thank you’, without commenting on specific aspects of the service they were happy with.

As shown in Figure 9 and Figure 10, the two aspects of service delivery that educators and parents were the most satisfied with were:

· I was treated fairly (78% of educators agreed; 87% of parents agreed)

· Staff were competent (74% of educators agreed; 84% of parents agreed)

This indicates strongly that both educators and parents alike view the competence of Special Education staff and the fair treatment by SE staff as strengths of SE services.
Figure 9: I was treated fairly (Question 7)
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Figure 10: Staff were competent (Question 5)
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Note:
Figure 10 does not include data from 11 parents and 152 educators, and Figure 11 does not include data from 8 parents and 144 educators who did not provide a satisfaction rating
Competency of SE staff
The quality of SE staff was a common theme mentioned by parents and educators in the open-ended question. Parents and educators stated that SE staff were professional, supportive, knowledgeable, approachable, collaborative and showed genuine care for the student and the family. They also noted that staff would often ‘go the extra mile’ or ‘above and beyond’ what is required in order to support learners. This theme was also prevalent in responses from the 2011 CSS.

	Special education staff are understanding and encouraging. They are willing to listen carefully and understand the need and provide the appropriate assistance. They are real. [Educator]

I was very impressed with the professionalism and holistic view taken and complete dedication by [name]. BIG THANKS it has made an enormous impact on my son. [Parent]

It is a pleasure to work with [team]. They are friendly, knowledgeable, highly professional, innovative and supportive. They respond to requests promptly and provide highly valued teaching and learning advice and resources. [Educator]


The most valued qualities of SE staff differed slightly for parents and educators.  Parents stated that they valued situations where SE staff were able to build a rapport with their learners, to take the time to get to know the learner and family and could make the learning engaging and fun. 

Educators’ responses highlighted the value in SE staff who ensured that they understood the teachers’ expertise and learners were being included and supported as part of the classroom lessons. This was often linked to SE staff having good communication skills so that everyone around the learner had the right information to reinforce and build on the specialist practice. Both parents and educators agree that the service is particularly efficient when other agencies and other services are involved, and included in a cohesive way.  Educators also preferred the specialist services to be inclusive and to avoid situations when a learner is ‘taken from the classroom and then returned’ without the essential link to classroom teaching.

Parents and educators both mentioned that they appreciated times when they were supported with practical and effective tools and resources. This type of support was seen as part of providing a high quality service. 
Other areas of satisfaction
Following the fairness and competence of SE staff, parents responded most positively to the questions:

· I feel my individual circumstances were taken into account (83% agreed)
· I feel our cultural needs were well considered in the way Special Education worked with our child and family (83% agreed)
After the fairness and competence of SE staff, educators responded most positively to the questions:

· Staff did what they said they would do (72% agreed) 

· I got the information I needed (72% agreed)

Communication

Parents and educators appreciated regular, prompt and practical communication. At times, SE staff were perceived as hard to contact and unresponsive to phone calls and emails. This is often connected to situations where SE staff were only available part time, were only available at term time or when there was no replacement to contact when a staff member was on sick leave or a position was vacant.  

Parents and educators noted that infrequent communication constrained their satisfaction with the service.  Examples of infrequent communication included cases where SE staff only attended IEP meetings but had no regular contact with educators in between these meetings, when parents did not know who to contact or who the lead worker was, or when educators did not know that staff had left, or when meetings were cancelled. 

A theme within responses from parents and educators was that SE staff played an important role as an effective liaison and conduit between parents, schools, and other agencies. Both parents and educators noticed when this worked well, and the positive impact it had for learner outcomes. Parents and educators also noted that they value when their experience and knowledge were taken into account by SE staff and they felt understood and listened to.

	It has been helpful joining agencies who are working with this family all together for a coordinated approach; although hard to organise, the benefits are outstanding [Educator]


What aspects of service delivery were parents and educators least satisfied with?
This section highlights the aspects of service delivery that parents and educators were least satisfied with. 

As shown in Figure 11 and Figure 12, the two aspects of service delivery that educators and parents were the least satisfied with were:

· Overall, how satisfied were you with the amount of time it took to get the service (54% of educators were satisfied; 59% of parents were satisfied)

· I was satisfied with my child’s progress after the service from Special Education (59% of educators agreed; 74% of parents agreed)

As shown in Figure 12, educators were significantly less satisfied with the progress made by students who received support from SE than were parents (59% and 74% respectively).  Responses to the open ended question suggest that this difference in satisfaction levels may exist because educators are aware of a wide range of students who may not receive the support needed to make progress:

	It concerns me when students who qualify for support and access to services from Special Education begin to make progress, that their support and funding is cut back too soon, which then  negates all the positive outcomes up to that point.


These responses indicate that delivering the service in a timely manner and achieving the outcomes that educators expect from the service may be challenges for SE service provision.
Figure 11: Overall how satisfied were you with the amount of time it took to get the service (Question 4)
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Figure 12: I was satisfied with my child’s progress after the service from Special Education (Question 9)
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Note:
Figure 12 does not include data from 17 parents and 186 educators, and Figure 13 does not include data from 16 parents and 187 educators who did not provide a satisfaction rating
Time taken to deliver SE services

The time it took to access SE services was one of the key concerns that parents and educators expressed in the open-ended question.  For many parents and educators, the timeliness of the service was the only concern.

Many worry that while the learner was on the waiting list, things get worse. For behaviour services where prompt action and support were seen as crucial, timeliness of service was particularly important. 

	Wait time to get seen by early Intervention needs to be shorter as the early years are critical to start intervention as soon as a diagnosis is given. [Educator]


Many parents and educators commented that when they did gain access to the service (often after a long wait), they were satisfied with the service they received.

	Once I got the service it was great, but the wait time was simply too long. [Parent]

We need a system which works quicker to have children's needs met.  The waiting is very long. However once they are being worked with, amazing developments occur.  [Educator]


Both parents and educators expressed very high levels of satisfaction when there had been prompt access to services. This included examples of seamless transitions where all the services were in place at the learners’ new school when they arrived.

	I felt supported well through transition to school made it a good experience [Parent]


Other challenges
After the timeliness of, and child’s progress following SE service delivery, educators responded least positively to the question:

· Special Education made it easy for me to work with them (61% agreed) 

While parents responded least positively to the question:

· I got the information that I needed (77% agreed)
Access to services
Parents reported that referrals and applications for SE services could be time-consuming or complex. Educators found it useful to get good support and advice for ORS application and referrals. Both parents and educators thought that the access criteria were too high and restrictive and felt that learners who would benefit from the services are missing out. Parents and educators who had received a positive service believed that “this should be available to all who need it”, others were concerned when a learner they see as needing a service was turned down. 

Related to this, some parents and educators reported that when a learner started making progress the service stopped too suddenly, without enough support and communication in place. There was also a perception that there were unjust age-barriers to accessing services when, for example, a learner turns eight years old and is no longer eligible for a particular service.

	The service was very good but it is absolutely crazy that he gets his support cut off after 3 months just when progress started to be made.  [Educator]


Amount and type of service

Parents and educators frequently commented that the quality of service is good, but that there is not enough of it. Parents and educators often reported that they would like more one-on-one time, more hands-on help in the classroom and more regular and frequent visits. This included support beyond the specialists, such as more teachers’ aide hours. Occasionally, parents and educators disagreed with the service provided by special education and suggested that another service or use of the funding would be more effective. 

	The employment of more staff, and quicker turnaround times would mean children receive support earlier and habits do not become entrenched. [Educator]

A child with Autism such as my child needs a significant scaffold under them -to read and write to be part of a community. My child does not receive enough teacher aid time she needs for this process. [Parent]


Parents and educators noted two systems issues that can impact service delivery.  Parents and educators noted that SE staff seem overworked and seemed to have big case loads.  This was sometimes linked to low engagement with educators and parents. Parents and educators also noted that it takes a long time to fill vacant positions, particularly in relation to speech language therapy positions. Many comments highlighted the challenge of high staff turnover and the impact this can have on the progress of the child. Conversely, when there is continuity of staff this was seen as being ‘invaluable’.

How do the findings of the 2012 CSS compare with previous results?
Figure 13 shows that for both parents and educators, the overall level of satisfaction with SE services in 2012 was very similar to that reported in 2011.  Consistent with results from the 2011 survey, parents continued to demonstrate higher levels of satisfaction with the service provided by Special Education that did educators.  Across both 2011 and 2012, approximately three in every four parents were satisfied with the quality of SE service, while two in every three educators were satisfied with the quality of service.  
The aspects of service delivery that parents and educators were the most and least satisfied with also remained consistent across the past two years.  In both 2011 and 2012, the majority of parents and educators believed that they had been treated fairly by SE staff and felt that SE staff were competent.  Consistent with the results of the 2011 survey, parents and educators were least satisfied with the amount of time it took to receive the SE service.  The consistency in satisfaction levels for both parents and educators suggest that these are ongoing strengths and challenges of SE service provision.
Figure 13: Overall satisfaction for parents and educators for 2011 and 2012 surveys (Question 3)
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Table 2 (next page) presents the proportion of positive responses (ratings of either 4 or 5) provided by parents and educators for each question in the 2011 and 2012 CSS.  As shown in Table 3, parents and educators responded most positively to the question assessing fairness of treatment (Question 7) in both 2011 and 2012.  Parents and educators responded least positively to the question assessing the time it took to receive the service (Question 4).  Also across both years, parents were more likely to respond positively to the questions than were educators.  Within parents’ and educators’ responses however, there were very few differences in the proportion of positive responses between 2011 and 2012
.  
	Table 2: Proportion of responses which were positive for the 2011 and 2012 CSS

	
	Parents
	Educators

	
	2011
	2012
	2011
	2012

	Q1 - Before going to SE what quality of service did you expect?
	66.9%
	65.6%
	76.8%
	74.5%

	Q2 - Looking back, how did the service you got from Special Education compare to what you expected?
	71.9%
	75.9%
	57.2%
	56.3%

	Q3 - Overall, how satisfied were you with the quality of service delivery
	75.8%
	78.0%
	63.8%
	63.3%

	Q4 - Overall, how satisfied were you with the amount of time it took to get the service?
	58.6%
	59.1%
	51.6%
	54.0%

	Q5 - Staff were competent
	84.1%
	84.0%
	74.2%
	74.4%

	Q6 -  Staff did what they said they would do
	81.6%
	81.5%
	71.7%
	72.3%

	Q7 - I was treated fairly
	86.4%
	86.8%
	81.7%
	77.9%

	Q8 -  I feel my individual circumstances were taken into account
	82.6%
	83.3%
	73.2%
	68.5%

	Q9 - I was satisfied with my child’s progress after the service from Special Education
	76.1%
	73.9%
	63.8%
	58.8%

	Q10 - I feel our cultural needs were well considered in the way Special Education worked with our child and family
	85.5%
	83.3%
	74.3%
	70.8%

	Q11 - I got the information I needed
	77.2%
	76.6%
	71.2%
	72.1%

	Q12 -  It’s an example of good value for tax dollars spent
	79.8%
	79.6%
	69.3%
	65.1%

	Q13 – Special education made it easy for me to work with them
	81.2%
	82.2%
	62.6%
	61.0%

	Q14 ​​– How likely would you recommend this service to a friend or colleague
	82.9%
	82.0%
	69.7%
	66.7%


What can the survey tell us about satisfaction with services provided to Māori and Pasifika young people with Special Education needs?
The 2012 CSS sample design included oversampling of Māori and Pasifika students to ensure more accurate estimates could be produced for these priority learner groups. 
Parent responses
The majority of parents of Māori learners (82%, CI 75% to 89%), and Pasifika learners (83%, CI 75% to 91%), were satisfied with the overall quality of service provided by SE.  Although these satisfaction levels were slightly higher than for parents of New Zealand European learners, this difference did not reach significance (76%, CI 72% to 80%).
Most parents of Māori learners (85%, CI 78% to 92%) and parents of Pasifika learners (86%, CI 78% to 94%) felt that the cultural needs of their family were well considered in the way SE staff worked.  This level of satisfaction with the cultural appropriateness of SE staff was not different to that experienced by parents of New Zealand European learners (83%, CI 80% to 86%). 
Parents of Māori, Pasifika and New Zealand European learners were equally satisfied with all other indicators of SE service quality (e.g. timeliness, staff competence, fair treatment).  

Educator responses
Educators were more likely to report satisfaction with:
· The overall quality of SE service provided for Pasifika learners (74%, CI 66% to 82%) relative to Māori (62%, CI 58% to 66%) and New Zealand European (61%, CI 58% to 64%) learners.
· The time it took for Pasifika learners to receive SE service (66%, CI 57% to 75%) relative to Māori learners (48%, CI 43% to 53%).

Educators were also more likely to agree that:

· Staff working with Pasifika learners were competent (88%, CI 82% to 94%) compared with staff working with Māori (71%, CI 67% to 75%) and New Zealand European (74%, CI 71% to 77%) learners.

· Staff working with Pasifika learners did what they said they would do (85%, CI 78% to 92%) compared with staff working with Māori (69%, CI 65% to 73%) and New Zealand European (72%, CI 69% to 75%) learners.

· The service provided to Pasifika learners was an example of good value for tax dollars spent (79%, CI 71% to 87%) compared with for Māori (64%, CI 60% to 68%) and New Zealand European (63%, CI 60% to 66%) learners.

In summary, these findings suggest that educators appear at least, if not more, satisfied with the service provided to Pasifika learners relative to the service provided to Māori and New Zealand European learners.

What can the survey tell us about performance relative to the Special Education Service Promise?
The Special Education Service Promise states that “every day, children will learn and succeed because of the work we do”.  In addition, the SE Service Promise states that we (Special Education) will:
· value, respect and treat you fairly 

· listen and understand you

· together, find what works

· make it easy for you to work with us

· do what we say we will do in a timely manner.

This section identifies indicators from the CSS which correspond to each of the five points of the SE Service Promise
We will value, respect and treat you fairly
· Question 7: I was treated fairly

The majority of parents (87%, CI 85% to 89%) and educators (78%, CI 76% to 80%) who answered the survey agreed that they were treated fairly when working with Special Education. Out of all of the items contained within the Client Satisfaction Survey, this was the item that parents and educators expressed the highest level of agreement for in both 2011 and 2012.  This suggests that treating parents and educators fairly appears to be a significant strength of SE service provision. 
Figure 14: Overall I was treated fairly (Question 7)
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Note:
This figure does not include data from 11 parents and 152 educators who did not provide a satisfaction rating
We will listen and understand you
· Question 8: I feel my individual circumstances were taken into account.

· Question 10: I feel cultural needs were well considered in the way Special Education staff worked with [our child and family]/[the student].

While the CSS doesn’t include an item exploring whether respondents feel SE staff listened to them, it does include two items exploring the extent to which SE services related to them as individuals.  As shown in 
Figure 15
 and Figure 16 the majority of parents agreed that staff took individual circumstances into account (83%, CI 80% to 86%) and paid due consideration to the cultural needs of the learner and their family (83%, CI 80% to 86%).

Although educators were less likely than parents to agree with these statements overall, the majority of educators agreed that staff took individual circumstances into account (68%, CI 66% to 70%) and paid due consideration to the cultural needs of the learner and their family (71%, CI 69% to 73%).

Figure 15: I feel my individual circumstances were taken into account (Question 8)
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Note:
This Figure does not include data from 9 parents and 185 educators who did not provide a satisfaction rating
Figure 16: I feel our cultural needs were well considered in the way Special Education worked with our child and family (Question 10)
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Note:
This Figure does not include data from 41 parents and 203 educators who did not provide a satisfaction rating
Together we will find what works
While the CSS does not include an item exploring whether parents and educators felt that SE ‘worked with them to find what works’, it does include an item that measures parents’ and educators’ level of satisfaction about the learner’s progress following SE support.  

· Question 9: I was satisfied with [my child’s progress]/[progress of the learner] after the services from special education.

Figure 17 shows that approximately three out of every four parents were satisfied with their child’s progress after receiving support from SE.  Although the majority of parents reported being satisfied with their child’s progress, this was one of the least well-rated items by parents.

Overall, educators were less satisfied with learners’ progress after SE support than were parents.  Despite this, almost two-thirds (59%, CI 56% to 62%) of educators were satisfied with the progress made by the learner following SE support.

Figure 17: I was satisfied with my child’s progress after the service from Special Education (Question 9)
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Note:
This Figure does not include data from 16 parents and 187 educators who did not provide a satisfaction rating
Although levels of satisfaction were lower for learner progress relative to other indicators of service delivery, parents and educators were extremely satisfied when they did observe a learner made good progress. This satisfaction following good learner progress was one of the two highest ranking themes to come through from both parents and educators. On the contrary, when a learner did not make the expected progress there was more doubt about the value of the service.
	Great service. Have noticed the progress and improvements in my child, by having the Special Education services there it gives us hope that our daughter has no reason to fall behind and can reach the same potential as her classmates. [Parent]


We will make it easy for you to work with us
· Question 13: Special Education made it easy for me to work with them.

The majority of parents agreed that Special Education staff made it easy for parents to work with them (82%, CI 79% to 85%).  Again, although educators were less likely than parents to agree with this statement overall, almost two-thirds of educators agreed that Special Education staff made it easy for them to work with them (61%, CI 58% to 64%).  
Figure 18: Special Education made it easy for me to work with them (Question 13)
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Note:
This Figure does not include data from 14 parents and 187 educators who did not provide a satisfaction rating
We will do what we say we will do in a timely manner
· Question 6: Staff did what they said they would do.

· Question 4: Overall, how satisfied were you with the amount of time it took to get the service?

Two items in the CSS assessed the extent to which SE are perceived as delivering an accountable service within a timely manner.  As shown in Figure 19, the majority of parents agreed that SE staff followed through on what they said they would do (82%, CI 79% to 85%).  Educators were also likely to agree with this statement (72%, CI 70% to 74%) and this was one of the items that educators responded most positively to.
Responses to the open-ended question showed that educators and parents were dissatisfied when SE staff do not follow through on commitments, when the SE staff are perceived as lacking good interpersonal skills or when SE staff are too forceful. 
Figure 19: Staff did what they said they would do (Question 6)
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Note:
This Figure does not include data from 7 parents and 145 educators who did not provide a satisfaction rating
Figure 20, shows that both parents and educators were much less satisfied with the time it took to receive the service.  Just over half of parents (59%, CI 56% to 62%) and educators (54%, CI 51% to 57%) were satisfied with the time it took for the learner to receive SE support.  This was the lowest rated item by parents and educators overall.

Figure 20: Overall, how satisfied were you with the amount of time it took to get the service? (Question 4)
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Note:
This Figure does not include data from 17 parents and 186 educators who did not provide a satisfaction rating
In summary, responses to the CSS indicated that the majority of parents were satisfied with the quality of service provided by Special Education.  The aspect of SE service provision that parents were least satisfied with was the timeliness of the service.  Educators reported a lower level of satisfaction with the services provided by Special Education than did parents.  Despite this, two out of three educators were satisfied with the overall quality of service delivery.  Like parents, educators were particularly impressed with the competence of, and fair treatment provided by, SE staff.  Educators were however, were less satisfied than parents, with the learners’ progress following support from SE.  

5.
Appendix A: data tables

This section includes two sets of tables:

· Basic frequency tables for each question, using the five-point likert scales from the survey form. These tables include the unweighted number of respondents (n) and the weighted proportion of responses (%) which adjusts for the oversampling of priority groups.

· Secondly, tables presenting the proportion of positive (combined 4 and 5 on the scale), neutral (3 on the scale) negative (1 and 2 on the scale) responses by service type. This data is also available by ethnicity. The tables present weighted data which adjusts for the oversampling of priority groups. 
· Note that in the analysis for this report, the ‘3’ on the likert scale has been treated as a neutral response; it is not counted as either positive or negative.

	Table 2 :  Question 1 - Before going to Special Education for this service what quality of service did you expect?

	
	
	Parents
	Educators
	Total

	
	
	n
	%
	n
	%
	n
	%

	1
	Very poor service
	1
	0.1%
	11
	1.2%
	12
	0.5%

	2
	
	34
	5.0%
	71
	3.9%
	105
	4.6%

	3
	
	230
	29.3%
	328
	20.4%
	558
	24.5%

	4
	
	298
	38.0%
	416
	28.6%
	714
	31.4%

	5
	Very good service
	213
	27.6%
	671
	45.9%
	884
	38.9%

	
	Total
	776
	 
	1,497
	 
	2,273
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Note: 
This table does not include data from 91 educators and 14 parents who did not complete this question.

The proportion (%) for ‘Parents’ and ‘Educators’ in this table is calculated using weighted data, as a result the proportion (%) may not be the same as if calculated from the unweighted number of respondents (n). The ‘Total’ proportion is reported unweighted.

	Table 3:  Question 2 - Looking back how did the service you got from Special Education compare to what you expected?

	
	
	Parents
	Educators
	Total

	
	
	n
	%
	n
	%
	n
	%

	1
	Much worse than expected
	29
	3.4%
	66
	4.5%
	95
	4.3%

	2
	
	40
	4.1%
	158
	11.5%
	198
	8.9%

	3
	
	142
	16.6%
	409
	27.8%
	551
	24.7%

	4
	
	285
	36.3%
	577
	39.1%
	862
	38.6%

	5
	Much better than expected
	283
	39.6%
	244
	17.2%
	527
	23.6%

	
	Total
	779
	 
	1,454
	 
	2,233
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Note: 
This table does not include data from 91 educators and 14 parents who did not complete this question.

The proportion (%) for ‘Parents’ and ‘Educators’ in this table is calculated using weighted data, as a result the proportion (%) may not be the same as if calculated from the unweighted number of respondents (n). The ‘Total’ proportion is reported unweighted.

	Table 4:  Question 3 - Overall, how satisfied were you with the quality of service delivery?

	
	
	Parents
	Educators
	Total

	
	
	n
	%
	n
	%
	n
	%

	1
	Very dissatisfied
	30
	3.6%
	58
	3.5%
	88
	4.0%

	2
	
	43
	4.5%
	143
	10.2%
	186
	8.4%

	3
	
	117
	13.9%
	331
	23.0%
	448
	20.2%

	4
	
	269
	33.2%
	469
	29.9%
	738
	33.3%

	5
	Very satisfied
	325
	44.8%
	432
	33.4%
	757
	34.1%

	
	Total
	784
	 
	1,433
	 
	2,217
	 


[image: image23.png]Parents

Educators

30%

45%

33%

0%

109

209

2097

A0%

cos

60%

709

Qnos

90

100%




Note: 
This table does not include data from 155 educators and 6 parents who did not complete this question.

The proportion (%) for ‘Parents’ and ‘Educators’ in this table is calculated using weighted data, as a result the proportion (%) may not be the same as if calculated from the unweighted number of respondents (n). The ‘Total’ proportion is reported unweighted.

	Table 5:  Question 4 - Overall, how satisfied were you with the amount of time it took to get the service?

	
	
	Parents
	Educators
	Total

	
	
	n
	%
	n
	%
	n
	%

	1
	Very dissatisfied
	56
	6.9%
	90
	7.8%
	146
	6.7%

	2
	
	80
	10.7%
	182
	14.2%
	262
	12.0%

	3
	
	175
	23.4%
	363
	24.0%
	538
	24.7%

	4
	
	221
	28.1%
	395
	27.6%
	616
	28.3%

	5
	Very satisfied
	241
	31.0%
	372
	26.5%
	613
	28.2%

	
	Total
	773
	 
	1,402
	 
	2,175
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Note: 
This table does not include data from 186 educators and 17 parents who did not complete this question.

The proportion (%) in this table is calculated using weighted data, which corrects any bias introduced by oversampling Māori, Pasifika, and young people accessing ORS/Complex needs Special Education service. As a result the proportion (%) may not be the same as if calculated from the unweighted number of respondents (n).

	Table 6:  Question 5 - Staff were competent

	
	
	Parents
	Educators
	Total

	
	
	n
	%
	n
	%
	n
	%

	1
	Strongly disagree
	18
	2.3%
	29
	2.3%
	47
	2.1%

	2
	
	31
	3.7%
	105
	7.4%
	136
	6.1%

	3
	
	95
	9.9%
	243
	15.9%
	338
	15.2%

	4
	
	229
	28.2%
	450
	30.4%
	679
	30.5%

	5
	Strongly agree
	409
	55.9%
	617
	44.0%
	1026
	46.1%

	
	Total
	782
	 
	1,444
	 
	2,226
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Note: 
This table does not include data from 144 educators and 8 parents who did not complete this question.

The proportion (%) for ‘Parents’ and ‘Educators’ in this table is calculated using weighted data, as a result the proportion (%) may not be the same as if calculated from the unweighted number of respondents (n). The ‘Total’ proportion is reported unweighted.

	Table 7:  Question 6 - Staff did what they said they would do

	
	
	Parents
	Educators
	Total

	
	
	n
	%
	n
	%
	n
	%

	1
	Strongly disagree
	14
	2.0%
	48
	3.5%
	62
	2.8%

	2
	
	45
	5.0%
	121
	9.2%
	166
	7.5%

	3
	
	106
	11.6%
	236
	15.0%
	342
	15.4%

	4
	
	211
	25.7%
	435
	29.4%
	646
	29.0%

	5
	Strongly agree
	407
	55.9%
	603
	42.8%
	1010
	45.4%

	
	Total
	783
	 
	1,443
	 
	2,226
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Note: 
This table does not include data from 145 educators and 7 parents who did not complete this question.

The proportion (%) for ‘Parents’ and ‘Educators’ in this table is calculated using weighted data, as a result the proportion (%) may not be the same as if calculated from the unweighted number of respondents (n). The ‘Total’ proportion is reported unweighted.

	Table 8:  Question 7 - I was treated fairly

	
	
	Parents
	Educators
	Total

	
	
	n
	%
	n
	%
	n
	%

	1
	Strongly disagree
	18
	2.0%
	23
	1.5%
	41
	1.9%

	2
	
	23
	2.8%
	60
	3.6%
	83
	3.7%

	3
	
	80
	8.4%
	238
	17.0%
	318
	14.4%

	4
	
	208
	25.1%
	450
	31.6%
	658
	29.7%

	5
	Strongly agree
	450
	61.6%
	665
	46.3%
	1115
	50.3%

	
	Total
	779
	 
	1,436
	 
	2,215
	 


[image: image27.png]Parents 8% 62%
I N N | |

Educators 17% 46%

0% 109 209 2097 A0% cos 60% 709 Qnos 90 100%





Note: 
This table does not include data from 152 educators and 11 parents who did not complete this question.


The proportion (%) for ‘Parents’ and ‘Educators’ in this table is calculated using weighted data, as a result the proportion (%) may not be the same as if calculated from the unweighted number of respondents (n). The ‘Total’ proportion is reported unweighted.

	Table 9:  Question 8 - I feel my individual circumstances were taken into account

	
	
	Parents
	Educators
	Total

	
	
	n
	%
	n
	%
	n
	%

	1
	Strongly disagree
	31
	3.6%
	41
	3.0%
	72
	3.3%

	2
	
	33
	3.4%
	116
	7.9%
	149
	6.8%

	3
	
	87
	9.7%
	300
	20.6%
	387
	17.7%

	4
	
	221
	27.2%
	467
	33.9%
	688
	31.5%

	5
	Strongly agree
	409
	56.1%
	479
	34.6%
	888
	40.7%

	
	Total
	781
	 
	1,403
	 
	2,184
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Note: 
This table does not include data from 185 educators and 9 parents who did not complete this question.

The proportion (%) for ‘Parents’ and ‘Educators’ in this table is calculated using weighted data, as a result the proportion (%) may not be the same as if calculated from the unweighted number of respondents (n). The ‘Total’ proportion is reported unweighted.

	Table 10:  Question 9 - I was satisfied with my child’s progress after the service from Special Education

	
	
	Parents
	Educators
	Total

	
	
	n
	%
	n
	%
	n
	%

	1
	Strongly disagree
	43
	5.2%
	87
	5.4%
	130
	6.0%

	2
	
	50
	5.1%
	191
	12.0%
	241
	11.1%

	3
	
	132
	15.8%
	336
	23.9%
	468
	21.5%

	4
	
	219
	29.1%
	432
	32.0%
	651
	29.9%

	5
	Strongly agree
	330
	44.8%
	355
	26.8%
	685
	31.5%

	
	Total
	774
	 
	1,401
	 
	2,175
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Note: 
This table does not include data from 187 educators and 16 parents who did not complete this question.

The proportion (%) for ‘Parents’ and ‘Educators’ in this table is calculated using weighted data, as a result the proportion (%) may not be the same as if calculated from the unweighted number of respondents (n). The ‘Total’ proportion is reported unweighted.

	Table 11:  Question 10 - I feel our cultural needs were well considered in the way Special Education staff worked with our child and family

	
	
	Parents
	Educators
	Total

	
	
	n
	%
	n
	%
	n
	%

	1
	Strongly disagree
	12
	1.7%
	22
	1.5%
	34
	1.6%

	2
	
	18
	2.0%
	78
	6.0%
	96
	4.5%

	3
	
	111
	13.0%
	331
	21.7%
	442
	20.7%

	4
	
	238
	30.3%
	464
	34.6%
	702
	32.9%

	5
	Strongly agree
	370
	53.0%
	490
	36.2%
	860
	40.3%

	
	Total
	749
	 
	1,385
	 
	2,134
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Note: 
This table does not include data from 203 educators and 41 parents who did not complete this question.

The proportion (%) for ‘Parents’ and ‘Educators’ in this table is calculated using weighted data, as a result the proportion (%) may not be the same as if calculated from the unweighted number of respondents (n). The ‘Total’ proportion is reported unweighted.

	Table 12:  Question 11 - I got the information I needed

	
	
	Parents
	Educators
	Total

	
	
	n
	%
	n
	%
	n
	%

	1
	Strongly disagree
	23
	2.7%
	65
	4.7%
	88
	4.0%

	2
	
	57
	6.3%
	110
	7.1%
	167
	7.6%

	3
	
	130
	14.4%
	239
	16.2%
	369
	16.8%

	4
	
	237
	30.0%
	365
	23.2%
	602
	27.4%

	5
	Strongly agree
	339
	46.6%
	636
	48.8%
	975
	44.3%

	
	Total
	786
	 
	1,415
	 
	2,201
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Note: 
This table does not include data from 173 educators and 4 parents who did not complete this question.

The proportion (%) for ‘Parents’ and ‘Educators’ in this table is calculated using weighted data, as a result the proportion (%) may not be the same as if calculated from the unweighted number of respondents (n). The ‘Total’ proportion is reported unweighted.

	Table 13:  Question 12 - It’s an example of good value for tax dollars spent

	
	
	Parents
	Educators
	Total

	
	
	n
	%
	n
	%
	n
	%

	1
	Strongly disagree
	44
	4.8%
	70
	4.7%
	114
	5.2%

	2
	
	49
	5.1%
	144
	10.3%
	193
	8.8%

	3
	
	94
	10.6%
	291
	20.0%
	385
	17.7%

	4
	
	193
	24.8%
	437
	31.2%
	630
	28.9%

	5
	Strongly agree
	398
	54.8%
	461
	33.9%
	859
	39.4%

	
	Total
	778
	 
	1,403
	 
	2,181
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Note: 
This table does not include data from 185 educators and 12 parents who did not complete this question.

The proportion (%) for ‘Parents’ and ‘Educators’ in this table is calculated using weighted data, as a result the proportion (%) may not be the same as if calculated from the unweighted number of respondents (n). The ‘Total’ proportion is reported unweighted.

	Table 14:  Question 13 - Special Education made it easy for me to work with them

	
	
	Parents
	Educators
	Total

	
	
	n
	%
	n
	%
	n
	%

	1
	Strongly disagree
	29
	3.7%
	121
	8.4%
	150
	6.9%

	2
	
	42
	4.5%
	163
	11.8%
	205
	9.4%

	3
	
	89
	9.7%
	278
	18.8%
	367
	16.9%

	4
	
	199
	24.5%
	384
	27.6%
	583
	26.8%

	5
	Strongly agree
	417
	57.7%
	455
	33.5%
	872
	40.1%

	
	Total
	776
	 
	1,401
	 
	2,177
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Note: 
This table does not include data from 187 educators and 14 parents who did not complete this question.

The proportion (%) for ‘Parents’ and ‘Educators’ in this table is calculated using weighted data, as a result the proportion (%) may not be the same as if calculated from the unweighted number of respondents (n). The ‘Total’ proportion is reported unweighted.

	Table 15:  Question 14 - How likely is it that you would recommend this service to a friend or colleague?

	
	
	Parents
	Educators
	Total

	
	
	n
	%
	n
	%
	n
	%

	1
	Strongly disagree
	33
	4.0%
	75
	6.1%
	108
	5.0%

	2
	
	28
	2.7%
	145
	8.9%
	173
	7.9%

	3
	
	98
	11.4%
	264
	18.4%
	362
	16.6%

	4
	
	162
	20.0%
	387
	26.7%
	549
	25.2%

	5
	Strongly agree
	456
	62.0%
	529
	40.0%
	985
	45.2%

	
	Total
	777
	 
	1,400
	 
	2,177
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Note: 
This table does not include data from 188 educators and 13 parents who did not complete this question.

The proportion (%) for ‘Parents’ and ‘Educators’ in this table is calculated using weighted data, as a result the proportion (%) may not be the same as if calculated from the unweighted number of respondents (n). The ‘Total’ proportion is reported unweighted.

	Table 16:  Question 1 - Before going to Special Education for this service what quality of service did you expect?
	

	
	

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Parents
	
	5.1%
	29.3%
	65.6%
	776

	Educators
	
	5.1%
	20.4%
	74.5%
	1,497

	Service type
	
	
	
	

	Behaviour
	Parents
	4.5%
	28.5%
	67.0%
	137

	
	Educators
	6.7%
	23.2%
	70.1%
	490

	Communication
	Parents
	3.9%
	33.8%
	62.3%
	171

	
	Educators
	4.9%
	13.8%
	81.3%
	560

	ORS/Complex needs
	Parents
	3.5%
	26.1%
	70.4%
	329

	
	Educators
	4.1%
	19.8%
	76.1%
	602

	Early Intervention
	Parents
	6.6%
	28.8%
	64.6%
	181

	
	Educators
	5.0%
	19.2%
	75.8%
	179


Notes: The proportions are calculated using weighted data.
	Table 17:  Question 2 - Looking back how did the service you got from Special Education compare to what you expected?

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Parents
	
	7.5%
	16.6%
	75.9%
	779

	Educators
	
	15.9%
	27.8%
	56.3%
	1,454

	Service type
	
	
	
	

	Behaviour
	Parents
	13.5%
	19.0%
	67.5%
	137

	
	Educators
	19.1%
	27.8%
	53.1%
	490

	Communication
	Parents
	8.0%
	17.0%
	75.0%
	171

	
	Educators
	15.0%
	25.2%
	59.8%
	560

	ORS/Complex needs
	Parents
	12.1%
	21.8%
	66.1%
	329

	
	Educators
	13.6%
	33.0%
	53.4%
	602

	Early Intervention
	Parents
	4.1%
	13.5%
	82.4%
	181

	
	Educators
	16.9%
	26.1%
	57.0%
	179


Notes: The proportions are calculated using weighted data.
	Table 18:  Question 3 - Overall, how satisfied were you with the quality of service delivery?

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Parents
	
	8.1%
	13.9%
	78.0%
	784

	Educators
	
	13.7%
	23.0%
	63.3%
	1,433

	Service type
	
	
	
	

	Behaviour
	Parents
	10.8%
	16.2%
	73.0%
	137

	
	Educators
	13.6%
	27.5%
	58.9%
	490

	Communication
	Parents
	8.8%
	13.5%
	77.7%
	171

	
	Educators
	13.0%
	17.2%
	69.8%
	560

	ORS/Complex needs
	Parents
	12.8%
	19.0%
	68.2%
	329

	
	Educators
	14.1%
	27.4%
	58.5%
	602

	Early Intervention
	Parents
	5.0%
	11.3%
	83.7%
	181

	
	Educators
	12.8%
	22.4%
	64.8%
	179


Notes: The proportions are calculated using weighted data.
	Table 19:  Question 4 - Overall, how satisfied were you with the amount of time it took to get the service?

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Parents
	
	17.6%
	23.3%
	59.1%
	773

	Educators
	
	22.0%
	24.0%
	54.0%
	1,402

	Service type
	
	
	
	

	Behaviour
	Parents
	22.6%
	19.1%
	58.3%
	137

	
	Educators
	30.4%
	23.7%
	45.9%
	490

	Communication
	Parents
	20.4%
	17.5%
	62.1%
	171

	
	Educators
	22.8%
	21.8%
	55.4%
	560

	ORS/Complex needs
	Parents
	15.7%
	23.8%
	60.5%
	329

	
	Educators
	17.4%
	27.6%
	55.0%
	602

	Early Intervention
	Parents
	18.1%
	24.3%
	57.6%
	181

	
	Educators
	27.9%
	20.9%
	51.2%
	179


Notes: The proportions are calculated using weighted data.
	Table 20:  Question 5 - Staff were competent

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Parents
	
	6.0%
	10.0%
	84.0%
	782

	Educators
	
	9.7%
	15.9%
	74.4%
	1,444

	Service type
	
	
	
	

	Behaviour
	Parents
	7.0%
	16.5%
	76.5%
	137

	
	Educators
	12.0%
	16.5%
	71.5%
	490

	Communication
	Parents
	7.2%
	11.4%
	81.4%
	171

	
	Educators
	7.9%
	11.9%
	80.2%
	560

	ORS/Complex needs
	Parents
	8.9%
	15.2%
	75.9%
	329

	
	Educators
	10.1%
	19.8%
	70.1%
	602

	Early Intervention
	Parents
	4.8%
	4.6%
	90.6%
	181

	
	Educators
	9.7%
	14.9%
	75.4%
	179


Notes: The proportions are calculated using weighted data.
	Table 21:  Question 6 - Staff did what they said they would do

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Parents
	
	6.9%
	11.6%
	81.5%
	783

	Educators
	
	12.7%
	15.0%
	72.3%
	1,443

	Service type
	
	
	
	

	Behaviour
	Parents
	11.2%
	11.3%
	77.5%
	137

	
	Educators
	14.0%
	15.9%
	70.1%
	490

	Communication
	Parents
	8.3%
	12.1%
	79.6%
	171

	
	Educators
	9.4%
	12.4%
	78.2%
	560

	ORS/Complex needs
	Parents
	9.6%
	18.2%
	72.2%
	329

	
	Educators
	12.5%
	19.8%
	67.7%
	602

	Early Intervention
	Parents
	5.0%
	7.0%
	88.0%
	181

	
	Educators
	13.8%
	13.2%
	73.0%
	179


Notes: The proportions are calculated using weighted data.
	Table 22:  Question 7 - I was treated fairly

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Parents
	
	4.8%
	8.4%
	86.8%
	779

	Educators
	
	5.1%
	17.0%
	77.9%
	1,436

	Service type
	
	
	
	

	Behaviour
	Parents
	4.4%
	14.0%
	81.6%
	137

	
	Educators
	7.2%
	13.4%
	79.4%
	490

	Communication
	Parents
	6.8%
	8.8%
	84.4%
	171

	
	Educators
	3.6%
	12.6%
	83.8%
	560

	ORS/Complex needs
	Parents
	7.6%
	13.0%
	79.4%
	329

	
	Educators
	4.3%
	20.2%
	75.5%
	602

	Early Intervention
	Parents
	3.7%
	3.9%
	92.4%
	181

	
	Educators
	4.5%
	17.6%
	77.9%
	179


Notes: The proportions are calculated using weighted data.
	Table 23:  Question 8 - I feel my individual circumstances were taken into account

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Parents
	
	7.0%
	9.7%
	83.3%
	781

	Educators
	
	10.9%
	20.6%
	68.5%
	1,403

	Service type
	
	
	
	

	Behaviour
	Parents
	10.3%
	11.5%
	78.2%
	137

	
	Educators
	15.4%
	18.7%
	65.9%
	490

	Communication
	Parents
	5.1%
	10.1%
	84.8%
	171

	
	Educators
	7.1%
	20.9%
	72.0%
	560

	ORS/Complex needs
	Parents
	11.4%
	15.7%
	72.9%
	329

	
	Educators
	12.5%
	23.6%
	63.9%
	602

	Early Intervention
	Parents
	4.6%
	6.0%
	89.4%
	181

	
	Educators
	9.7%
	19.8%
	70.5%
	179


Notes: The proportions are calculated using weighted data.
	Table 24:  Question 9 - I was satisfied with my child’s progress after the service from Special Education

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Parents
	
	10.3%
	15.8%
	73.9%
	774

	Educators
	
	17.4%
	23.8%
	58.8%
	1,401

	Service type
	
	
	
	

	Behaviour
	Parents
	13.5%
	23.3%
	63.2%
	137

	
	Educators
	23.4%
	28.0%
	48.6%
	490

	Communication
	Parents
	10.1%
	16.9%
	73.0%
	171

	
	Educators
	14.5%
	20.9%
	64.6%
	560

	ORS/Complex needs
	Parents
	15.1%
	17.8%
	67.1%
	329

	
	Educators
	15.7%
	30.0%
	54.3%
	602

	Early Intervention
	Parents
	6.3%
	13.1%
	80.6%
	181

	
	Educators
	14.8%
	21.9%
	63.3%
	179


Notes: The proportions are calculated using weighted data.
	Table 25:  Question 10 - I feel our cultural needs were well considered in the way Special Education staff worked with our child and family

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Parents
	
	3.7%
	13.0%
	83.3%
	749

	Educators
	
	7.5%
	21.7%
	70.8%
	1,385

	Service type
	
	
	
	

	Behaviour
	Parents
	6.4%
	19.4%
	74.2%
	137

	
	Educators
	8.6%
	19.5%
	71.9%
	490

	Communication
	Parents
	4.5%
	13.9%
	81.6%
	171

	
	Educators
	6.9%
	18.7%
	74.4%
	560

	ORS/Complex needs
	Parents
	5.4%
	16.2%
	78.4%
	329

	
	Educators
	5.2%
	27.5%
	67.3%
	602

	Early Intervention
	Parents
	2.9%
	9.3%
	87.8%
	181

	
	Educators
	8.8%
	17.5%
	73.7%
	179


Notes: The proportions are calculated using weighted data.
	Table 26:  Question 11 - I got the information I needed

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Parents
	
	9.0%
	14.4%
	76.6%
	786

	Educators
	
	11.8%
	16.1%
	72.1%
	1,415

	Service type
	
	
	
	

	Behaviour
	Parents
	15.9%
	15.7%
	68.4%
	137

	
	Educators
	15.2%
	17.8%
	67.0%
	490

	Communication
	Parents
	11.3%
	14.0%
	74.7%
	171

	
	Educators
	8.6%
	13.2%
	78.2%
	560

	ORS/Complex needs
	Parents
	12.9%
	20.1%
	67.0%
	329

	
	Educators
	11.8%
	21.3%
	66.9%
	602

	Early Intervention
	Parents
	6.1%
	9.6%
	84.3%
	181

	
	Educators
	10.4%
	15.2%
	74.4%
	179


Notes: The proportions are calculated using weighted data.
	Table 27:  Question 12 - It’s an example of good value for tax dollars spent

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Parents
	
	9.9%
	10.5%
	79.6%
	778

	Educators
	
	15.0%
	19.9%
	65.1%
	1,403

	Service type
	
	
	
	

	Behaviour
	Parents
	15.6%
	11.3%
	73.1%
	137

	
	Educators
	17.2%
	24.3%
	58.5%
	490

	Communication
	Parents
	11.1%
	10.9%
	78.0%
	171

	
	Educators
	12.1%
	16.6%
	71.3%
	560

	ORS/Complex needs
	Parents
	15.6%
	14.6%
	69.8%
	329

	
	Educators
	13.9%
	25.6%
	60.5%
	602

	Early Intervention
	Parents
	4.9%
	7.2%
	87.9%
	181

	
	Educators
	14.9%
	18.1%
	67.0%
	179


Notes: The proportions are calculated using weighted data.
	Table 28:  Question 13 - Special Education made it easy for me to work with them

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Parents
	
	8.2%
	9.6%
	82.2%
	776

	Educators
	
	20.2%
	18.8%
	61.0%
	1,401

	Service type
	
	
	
	

	Behaviour
	Parents
	9.7%
	12.3%
	78.0%
	137

	
	Educators
	24.0%
	20.7%
	55.3%
	490

	Communication
	Parents
	10.1%
	10.2%
	79.7%
	171

	
	Educators
	14.8%
	18.8%
	66.4%
	560

	ORS/Complex needs
	Parents
	13.4%
	13.7%
	72.9%
	329

	
	Educators
	19.2%
	24.3%
	56.5%
	602

	Early Intervention
	Parents
	5.5%
	5.7%
	88.8%
	181

	
	Educators
	20.0%
	16.9%
	63.1%
	179


Notes: The proportions are calculated using weighted data.
	Table 29:  Question 14 - How likely is it that you would recommend this service to a friend or colleague

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Parents
	
	6.6%
	11.4%
	82.0%
	777

	Educators
	
	15.0%
	18.3%
	66.7%
	1,400

	Service type
	
	
	
	

	Behaviour
	Parents
	10.2%
	13.8%
	76.0%
	137

	
	Educators
	18.2%
	21.1%
	60.7%
	490

	Communication
	Parents
	5.6%
	11.1%
	83.3%
	171

	
	Educators
	12.7%
	18.6%
	68.7%
	560

	ORS/Complex needs
	Parents
	10.4%
	16.0%
	73.6%
	329

	
	Educators
	17.6%
	22.6%
	59.8%
	602

	Early Intervention
	Parents
	4.4%
	8.3%
	87.3%
	181

	
	Educators
	13.3%
	17.4%
	69.3%
	179


Notes: The proportions are calculated using weighted data.
Ethnicity data
	Table 30:  Question 1 - Before going to Special Education for this service what quality of service did you expect?
	

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Ethnicity
	
	
	
	

	Asian
	Parents
	0.0%
	28.1%
	71.9%
	26

	
	Educators
	2.5%
	17.4%
	80.1%
	61

	NZ Māori
	Parents
	5.8%
	25.1%
	69.1%
	117

	
	Educators
	6.0%
	19.4%
	74.6%
	488

	NZ European
	Parents
	5.4%
	31.1%
	63.5%
	494

	
	Educators
	5.6%
	21.8%
	72.6%
	836

	Pasifika
	Parents
	2.7%
	35.9%
	61.4%
	85

	
	Educators
	1.5%
	15.7%
	82.8%
	110

	Other
	Parents
	3.1%
	15.8%
	81.1%
	48

	
	Educators
	3.2%
	17.3%
	79.5%
	40


Notes: The proportions are calculated using weighted data
	Table 31:  Question 2 - Looking back how did the service you got from Special Education compare to what you expected?

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Ethnicity
	
	
	
	

	Asian
	Parents
	0.0%
	17.1%
	82.9%
	26

	
	Educators
	13.6%
	12.1%
	74.3%
	61

	NZ Māori
	Parents
	4.7%
	13.1%
	82.2%
	117

	
	Educators
	17.2%
	27.0%
	55.8%
	488

	NZ European
	Parents
	8.3%
	18.3%
	73.4%
	494

	
	Educators
	17.0%
	30.7%
	52.3%
	836

	Pasifika
	Parents
	5.5%
	10.5%
	84.0%
	85

	
	Educators
	5.1%
	25.5%
	69.4%
	110

	Other
	Parents
	7.7%
	20.1%
	72.2%
	48

	
	Educators
	16.6%
	18.0%
	65.4%
	40


Notes: The proportions are calculated using weighted data 

	Table 32:  Question 3 - Overall, how satisfied were you with the quality of service delivery?

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Ethnicity
	
	
	
	

	Asian
	Parents
	0.0%
	17.1%
	82.9%
	26

	
	Educators
	6.6%
	17.1%
	76.3%
	61

	NZ Māori
	Parents
	7.7%
	10.6%
	81.7%
	117

	
	Educators
	14.4%
	23.4%
	62.2%
	488

	NZ European
	Parents
	8.4%
	15.6%
	76.0%
	494

	
	Educators
	15.2%
	23.6%
	61.2%
	836

	Pasifika
	Parents
	5.5%
	11.4%
	83.1%
	85

	
	Educators
	4.6%
	21.3%
	74.1%
	110

	Other
	Parents
	9.4%
	10.2%
	80.4%
	48

	
	Educators
	16.0%
	21.9%
	62.1%
	40


Notes: The proportions are calculated using weighted data

	Table 33:  Question 4 - Overall, how satisfied were you with the amount of time it took to get the service?

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Ethnicity
	
	
	
	

	Asian
	Parents
	6.2%
	39.7%
	54.1%
	26

	
	Educators
	18.6%
	20.3%
	61.1%
	61

	NZ Māori
	Parents
	9.3%
	26.5%
	64.2%
	117

	
	Educators
	26.9%
	24.8%
	48.3%
	488

	NZ European
	Parents
	20.3%
	22.0%
	57.7%
	494

	
	Educators
	21.5%
	24.8%
	53.7%
	836

	Pasifika
	Parents
	13.7%
	24.0%
	62.3%
	85

	
	Educators
	12.4%
	22.1%
	65.5%
	110

	Other
	Parents
	18.4%
	18.4%
	63.2%
	48

	
	Educators
	21.7%
	9.7%
	68.6%
	40


Notes: The proportions are calculated using weighted data 

	Table 34:  Question 5 - Staff were competent

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Ethnicity
	
	
	
	

	Asian
	Parents
	0.0%
	17.1%
	82.9%
	26

	
	Educators
	11.0%
	10.8%
	78.2%
	61

	NZ Māori
	Parents
	5.3%
	9.1%
	85.6%
	117

	
	Educators
	11.0%
	18.1%
	70.9%
	488

	NZ European
	Parents
	5.9%
	10.6%
	83.5%
	494

	
	Educators
	10.3%
	16.0%
	73.7%
	836

	Pasifika
	Parents
	4.4%
	8.2%
	87.4%
	85

	
	Educators
	2.1%
	9.8%
	88.1%
	110

	Other
	Parents
	9.2%
	4.6%
	86.2%
	48

	
	Educators
	2.3%
	22.0%
	75.7%
	40


Notes: The proportions are calculated using weighted data
	Table 35:  Question 6 - Staff did what they said they would do

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Ethnicity
	
	
	
	

	Asian
	Parents
	0.0%
	19.3%
	80.7%
	26

	
	Educators
	10.5%
	6.7%
	82.8%
	61

	NZ Māori
	Parents
	6.7%
	8.4%
	84.9%
	117

	
	Educators
	13.0%
	18.5%
	68.5%
	488

	NZ European
	Parents
	6.9%
	11.9%
	81.2%
	494

	
	Educators
	14.7%
	13.7%
	71.6%
	836

	Pasifika
	Parents
	7.1%
	8.7%
	84.2%
	85

	
	Educators
	2.6%
	12.9%
	84.5%
	110

	Other
	Parents
	9.2%
	15.7%
	75.1%
	48

	
	Educators
	2.1%
	33.3%
	64.6%
	40


Notes: The proportions are calculated using weighted data 

	Table 36:  Question 7 - I was treated fairly

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Ethnicity
	
	
	
	

	Asian
	Parents
	0.0%
	8.3%
	91.7%
	26

	
	Educators
	6.5%
	5.6%
	87.9%
	61

	NZ Māori
	Parents
	1.5%
	9.3%
	89.2%
	117

	
	Educators
	3.0%
	17.4%
	79.6%
	488

	NZ European
	Parents
	5.1%
	9.1%
	85.8%
	494

	
	Educators
	6.7%
	18.7%
	74.6%
	836

	Pasifika
	Parents
	5.8%
	6.7%
	87.5%
	85

	
	Educators
	1.5%
	9.7%
	88.8%
	110

	Other
	Parents
	9.4%
	1.7%
	88.9%
	48

	
	Educators
	0.0%
	21.1%
	78.9%
	40


Notes: The proportions are calculated using weighted data
	Table 37:  Question 8 - I feel my individual circumstances were taken into account

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Ethnicity
	
	
	
	

	Asian
	Parents
	2.6%
	14.0%
	83.4%
	26

	
	Educators
	11.7%
	9.0%
	79.3%
	61

	NZ Māori
	Parents
	6.2%
	8.5%
	85.3%
	117

	
	Educators
	9.9%
	26.3%
	63.8%
	488

	NZ European
	Parents
	7.0%
	9.9%
	83.1%
	494

	
	Educators
	12.1%
	19.1%
	68.8%
	836

	Pasifika
	Parents
	8.4%
	6.5%
	85.1%
	85

	
	Educators
	6.9%
	18.6%
	74.5%
	110

	Other
	Parents
	7.7%
	11.0%
	81.3%
	48

	
	Educators
	5.2%
	22.5%
	72.3%
	40


Notes: The proportions are calculated using weighted data 

	Table 38:  Question 9 - I was satisfied with my child’s progress after the service from Special Education

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Ethnicity
	
	
	
	

	Asian
	Parents
	5.7%
	14.0%
	80.3%
	26

	
	Educators
	13.2%
	14.8%
	72.0%
	61

	NZ Māori
	Parents
	7.7%
	14.5%
	77.8%
	117

	
	Educators
	19.7%
	23.6%
	56.7%
	488

	NZ European
	Parents
	11.0%
	16.6%
	72.4%
	494

	
	Educators
	18.4%
	24.4%
	57.2%
	836

	Pasifika
	Parents
	8.2%
	12.0%
	79.8%
	85

	
	Educators
	9.5%
	26.1%
	64.4%
	110

	Other
	Parents
	11.1%
	19.5%
	69.4%
	48


	
	Educators
	5.0%
	28.9%
	66.1%
	40


Notes: The proportions are calculated using weighted data
	Table 39:  Question 10 - I feel our cultural needs were well considered in the way Special Education staff worked with our child and family

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Ethnicity
	
	
	
	

	Asian
	Parents
	0.0%
	11.4%
	88.6%
	26

	
	Educators
	4.0%
	20.0%
	76.0%
	61

	NZ Māori
	Parents
	5.4%
	9.9%
	84.7%
	117

	
	Educators
	8.4%
	22.3%
	69.3%
	488

	NZ European
	Parents
	2.1%
	15.3%
	82.6%
	494

	
	Educators
	8.0%
	21.2%
	70.8%
	836

	Pasifika
	Parents
	6.5%
	7.8%
	85.7%
	85

	
	Educators
	6.1%
	22.8%
	71.1%
	110

	Other
	Parents
	12.5%
	6.4%
	81.1%
	48

	
	Educators
	0.0%
	27.7%
	72.3%
	40


Notes: The proportions are calculated using weighted data 

	Table 40:  Question 11 - I got the information I needed

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Ethnicity
	
	
	
	

	Asian
	Parents
	0.0%
	17.1%
	82.9%
	26

	
	Educators
	10.5%
	10.1%
	79.4%
	61

	NZ Māori
	Parents
	8.0%
	11.5%
	80.5%
	117

	
	Educators
	11.3%
	16.0%
	72.7%
	488

	NZ European
	Parents
	9.5%
	15.0%
	75.5%
	494

	
	Educators
	13.3%
	16.3%
	70.4%
	836

	Pasifika
	Parents
	8.6%
	16.9%
	74.5%
	85

	
	Educators
	6.3%
	15.2%
	78.5%
	110

	Other
	Parents
	7.7%
	12.2%
	80.1%
	48

	
	Educators
	4.5%
	31.7%
	63.8%
	40


Notes: The proportions are calculated using weighted data

	Table 41:  Question 12 - It’s an example of good value for tax dollars spent

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Ethnicity
	
	
	
	

	Asian
	Parents
	0.0%
	19.3%
	80.7%
	26

	
	Educators
	12.0%
	16.0%
	72.0%
	61

	NZ Māori
	Parents
	9.9%
	5.2%
	84.9%
	117

	
	Educators
	14.1%
	22.1%
	63.8%
	488

	NZ European
	Parents
	10.2%
	11.0%
	78.8%
	494

	
	Educators
	16.9%
	19.7%
	63.4%
	836

	Pasifika
	Parents
	9.3%
	7.9%
	82.8%
	85

	
	Educators
	5.8%
	15.6%
	78.6%
	110

	Other
	Parents
	9.2%
	18.4%
	72.4%
	48

	
	Educators
	18.3%
	21.9%
	59.8%
	40


Notes: The proportions are calculated using weighted data 

	Table 42:  Question 13 - Special Education made it easy for me to work with them

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Ethnicity
	
	
	
	

	Asian
	Parents
	0.0%
	25.0%
	75.0%
	26

	
	Educators
	11.5%
	22.1%
	66.4%
	61

	NZ Māori
	Parents
	7.3%
	7.2%
	85.5%
	117

	
	Educators
	18.4%
	20.1%
	61.5%
	488

	NZ European
	Parents
	8.6%
	10.1%
	81.3%
	494

	
	Educators
	23.5%
	17.0%
	59.5%
	836

	Pasifika
	Parents
	5.8%
	8.8%
	85.4%
	85

	
	Educators
	9.4%
	24.3%
	66.3%
	110

	Other
	Parents
	9.4%
	6.3%
	84.3%
	48

	
	Educators
	20.6%
	20.8%
	58.6%
	40


Notes: The proportions are calculated using weighted data

	Table 43:  Question 14 - How likely is it that you would recommend this service to a friend or colleague

	
	
	
	Negative (1 or 2 on scale)
	Neutral (3 on scale)
	Positive (4 or 5 on scale)
	n

	
	
	
	estimate
	estimate
	estimate
	

	Ethnicity
	
	
	
	

	Asian
	Parents
	0.0%
	8.3%
	91.7%
	26

	
	Educators
	12.7%
	8.6%
	78.7%
	61

	NZ Māori
	Parents
	5.1%
	8.1%
	86.8%
	117

	
	Educators
	13.6%
	20.8%
	65.6%
	488

	NZ European
	Parents
	6.8%
	12.4%
	80.8%
	494

	
	Educators
	17.3%
	17.1%
	65.6%
	836

	Pasifika
	Parents
	8.0%
	6.9%
	85.1%
	85

	
	Educators
	4.7%
	24.8%
	70.5%
	110

	Other
	Parents
	7.7%
	15.8%
	76.5%
	48

	
	Educators
	14.6%
	24.3%
	61.1%
	40


Notes: The proportions are calculated using weighted data 
	6.
Appendix B: survey form
Parent survey    

	Questions/Statements
	Satisfaction

	Before going to Special Education for this service, what quality of service did you expect?  
	Very poor service
	Very good service

	
	  1          2          3          4          5

	Looking back how did the service you got from Special Education compare to what you expected? 
	Much worse than I expected
	Much better than I expected

	
	  1          2          3          4          5

	How satisfied were you with the overall quality of service delivery? 
	Very dissatisfied
	       Very satisfied

	
	  1          2          3          4          5

	Overall, how satisfied were you with the amount of time it took to get the service?
	  1          2          3          4          5

	Staff were competent.
	Strongly disagree
	Strongly agree

	
	  1          2          3          4          5      

	Staff did what they said they would do. 
	  1          2          3          4          5      

	I was treated fairly.
	  1          2          3          4          5      

	I feel my individual circumstances were taken into account 
	  1          2          3          4          5      

	I was satisfied with my child’s progress after the service from Special Education.
	  1          2          3          4          5      

	I feel our cultural needs were well considered in the way Special Education staff worked with our child and family.
	  1          2          3          4          5      

	I got the information that I needed. 
	  1          2          3          4          5     

	It’s an example of good value for tax dollars spent. 
	  1          2          3          4          5    

	Special Education made it easy for me to work with them.  
	  1          2          3          4          5      

	How likely is it that you would recommend this service to a friend or colleague? 


	Very unlikely
	Very likely

	
	  1          2          3          4          5      

	Would you like to make any additional comments or suggestions about this service?
If you have any concerns or queries about this survey either talk to your local special education manager or contact us on clientsatisfaction.survey@minedu.govt.nz  or phone Carin Sundstedt (Senior Advisor Service Delivery on 
04-4637064)

	Ethnicity of your child. Please tick

	Asian
	Cook Island Māori
	Fijian
	Kiribati
	NZ Māori  
	Other ethnic group (please state):

	
	
	
	
	
	

	NZ European
	Samoan
	Tongan
	Tokelauan
	Tuvaluan
	

	
	
	
	
	
	


	Educator survey          

	Questions/Statements
	Satisfaction

	Before going to Special Education for this service, what quality of service did you expect?  
	Very poor service
	Very good service

	
	  1          2          3          4          5

	Looking back how did the service you got from Special Education compare to what you expected? 
	Much worse than I expected
	Much better than I expected

	
	  1          2          3          4          5

	How satisfied were you with the overall quality of service delivery? 
	Very dissatisfied
	       Very satisfied

	
	  1          2          3          4          5

	Overall, how satisfied were you with the amount of time it took to get the service?
	  1          2          3          4          5

	Staff were competent.
	Strongly disagree
	Strongly agree

	
	  1          2          3          4          5      

	Staff did what they said they would do. 
	  1          2          3          4          5      

	I was treated fairly.
	  1          2          3          4          5      

	I feel my individual circumstances were taken into account 
	  1          2          3          4          5      

	I was satisfied with the learner’s progress after the service from Special Education.
	  1          2          3          4          5      

	I feel cultural needs were well considered in the way Special Education staff worked with the learner and family.
	  1          2          3          4          5      

	I got the information that I needed. 
	  1          2          3          4          5     

	It’s an example of good value for tax dollars spent. 
	  1          2          3          4          5    

	Special Education made it easy for me to work with them.  
	  1          2          3          4          5      

	How likely is it that you would recommend this service to a friend or colleague? 


	Very unlikely
	Very likely

	
	  1          2          3          4          5      

	Would you like to make any additional comments or suggestions about this service?
If you have any concerns or queries about this survey either talk to your local special education manager or contact us on clientsatisfaction.survey@minedu.govt.nz  or phone Carin Sundstedt (Senior Advisor Service Delivery on 
04-4637064)

	Ethnicity of the learner (Please tick) 

	Asian
	Cook Island Māori
	Fijian
	Kiribati
	NZ Māori  
	Other ethnic group (please state):

	
	
	
	
	
	

	NZ European
	Samoan
	Tongan
	Tokelauan
	Tuvaluan
	

	
	
	
	
	
	


� The Common Measurement Tool is overseen by the State Services Commission. For more information see: �HYPERLINK "http://www.ssc.govt.nz/common-measurements-tool"�http://www.ssc.govt.nz/common-measurements-tool� 


�  In previous years, regional information was pre-printed onto the survey forms.  This regional information was missing from the 2012 forms due to a printing error.


�   � REF _Ref339363789 \h  \* MERGEFORMAT ��Figure 6� and � REF _Ref339364084 \h  \* MERGEFORMAT ��Figure 5� include ‘error bars’ depicting 95% confidence intervals for the proportion of parents and educators who were satisfied and not satisfied with the service provided by SE.  The solid red and blue lines represent the actual data collected in the survey and the error bars show the range that we would expect, with 95% confidence, the true value to sit within.  Where there is overlap between error bars for each of the categories (e.g. service type, ethnicity), no significant difference between the groups exist.  Where there is no overlap in error bars, a significant difference in the responses provided by the different groups exists.


�   The general statement that there were no major differences between the 2011 and 2012 figures was made as the confidence intervals for  2012 were sizeable, therefore making significant differences unlikely.  For example, 73.9% of parents’ responded positively to Question 9 and the confidence interval was 70.8% to 77.0%.  Thus the difference between the 2012 figure (73.9%) and the 2011 (76.1%) is not likely to be significant.
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