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Executive summary 
The Special Education Client Satisfaction Survey
Every year, the Ministry of Education carries out a Special Education Client Satisfaction Survey with parents and educators to learn what aspects of service delivery it is doing well, and the areas for improvement.

This report presents findings from the 2013 Special Education Client Satisfaction Survey. 
Key findings
Parents’ and educators’ satisfaction with the overall quality of service delivery
The Special Education Client Satisfaction Survey found that overall, 76% of parents and 67% of educators were satisfied with the overall quality of service delivery.

Aspects of service delivery that parents and educators reported the most satisfaction with
Overall, the aspects of service delivery that parents and educators reported the highest level of satisfaction with were that:

· they were treated fairly (86% of parents and 81%  of educators agreed)

· staff were competent (84% of parents and 79% of educators agreed).
Aspects of service delivery that parents and educators reported the lowest levels of satisfaction with
The aspects of service delivery that parents and educators had the lowest levels of satisfaction with were:

· the time it took to get the service (61% of parents and 62% of educators were satisfied)

· the statement that ‘I was satisfied with my child’s/the learner’s progress after the service from Special Education’ (75% of parents and 63% of educators agreed).
Performance relative to the Special Education Service Promise  
The Special Education Client Satisfaction Survey allows the different aspects of the Special Education Service Promise to be measured. Findings show that Special Education is doing reasonably well on the five components of the Service Promise. The service promise to: ‘do what we say we will do in a timely manner’ and to ’together find what works’ are areas for most improvement.
Parents and educators of Māori and Pasifika learners are as satisfied with the service as other parents and educators
There were no significant differences in the overall satisfaction with the quality of service delivery between parents and educators of learners who were Māori or Pasifika and learners of other ethnicities.
Trends in satisfaction over time
Both parents’ and educators’ levels of satisfaction have remained stable over the last three years that the survey has been running.  There has also been little change in the level of agreement with aspects of service delivery between 2011 and 2013.
Ways Special Education could improve the service to increase parents’ and educators’ satisfaction 

Parents and educators were asked how Special Education could improve services to get a rating of ‘5’ (very satisfied). The areas for improvement that parents reported were:
· Increase the number of funded hours.
· Be in more regular contact.
· Better communication.
· Decrease waiting times.
· More assistance and support.
The main areas that educators commonly mentioned could improve to increase the rating they would give were:

· Increase resourcing (funding, staff numbers, time receiving a service).
· Better assistance and support.
· Better and more regular communication.
Implications of findings

Overall, the findings highlight the areas that Special Education is delivering well on, and most importantly provides useful feedback on the areas where Special Education service delivery could improve. The findings show that overall parents and educators report satisfaction with special education services. However, educator satisfaction in particular is below the Ministry’s target of at least 75% satisfaction. In addition, overall satisfaction, as well as satisfaction with aspects of service delivery, has not changed over the past three years, indicating little change in the delivery of special education services.
Introduction

The Ministry of Education (the Ministry) provides funding, services and support for children with special education needs. Every year the Ministry carries out the Special Education Client Satisfaction Survey of parents and educators as part of its commitment to continually improve special education services. 

The objectives of the survey are to:
· measure parent and educator satisfaction with aspects of Special Education service delivery

· identify priority areas for improvement

· compare how we are doing against our service promise

· use the results to inform business planning.
The Ministry also reports results from the survey in the Vote Education output plan on the following three quality measures:

· Parents and educators are satisfied with the Ministry’s overall quality of service delivery: 
Target - 75% of parents and educators are satisfied
· Parents, family and whānau of Māori and Pasifika children receiving special education services are satisfied with the overall quality of service delivery:

Target - 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: 
Target - 75% of parents and educators are satisfied.
This report presents findings from the Ministry’s 2013 Special Education Client Satisfaction Survey. 
Methodology

About the survey

The Special Education Client Satisfaction Survey is based on the Common Measurements Tool (CMT). The CMT is used across New Zealand government agencies to measure client satisfaction and identify areas for service delivery improvement. The CMT is overseen by the State Services Commission, and comprises a set of survey questions and scales which enables agencies to compare their performance with other State Services agencies.
 
The Special Education Client Satisfaction Survey includes: a series of questions from the CMT on aspects of service delivery; open-ended questions to capture additional information; as well as demographic details of respondents. A copy of the Special Education Client Satisfaction Survey is included as Appendix One.
Sample design and selection

Respondents to the 2013 Special Education Client Satisfaction Survey were selected from parents and educators of children and young people who received at least eight hours of special education service between July 2012 and July 2013 and whose jobs were still ‘active’ in the Case Management System when the sample population was drawn.

The special education Client Satisfaction survey covers the following four core services:
· Early Intervention 

· Communication Services 
· Behaviour Services 
· The Ongoing Resourcing Scheme (ORS)/Complex Needs 
The overall sample population consisted of 11,481 children; from this, a survey sample of 2,060 children was drawn using a random stratified sampling technique. This included oversampling of Māori, Pasifika and children receiving behaviour services. These groups were oversampled to increase the number of respondents in these groups and therefore the accuracy of results. 
The selected sample was sent to regional special education staff to review to ensure no surveys were inappropriately sent to parents (eg; due to recent or ongoing traumatic events). After this process, 87 cases were removed from the sample.

The final sample for the survey included 1,972 children which incorporated 1,972 parents and 1,854
 educators.

Survey distribution 
Surveying took place between mid August and mid September 2013.
The survey was available online as well as in hard copy and was distributed in the following ways:
· the majority of surveys to educators were sent via email with a link to an online survey
· almost all parents were sent a letter with a hard copy of the survey and a postage paid return envelope. Parents also had the option of completing the survey online, and were provided with a link to the online survey if they wished to complete it electronically.
A reminder email/letter was sent out to parents and educators half way through the survey period.  
Response rate
Overall, a total of 541 parents (27%) and 771 educators (42%) responded to the 2013 Special Education Client Satisfaction Survey. This is a slight increase in response rate from the 2012 survey for parents (up from 24%) and a slight decrease for educators (down from a 50% response rate in 2012). A detailed breakdown of the 2013 achieved sample is in Appendix Two. 
The findings presented in this report should be interpreted with some caution as they may not necessarily be representative of all parents and educators.
Demographics of respondents
The demographics of those who responded to the 2013 Special Education Client Satisfaction Survey are outlined in the section below. 
Respondents by service type

Parents who responded to the survey in relation to a child receiving an Early Intervention service had the largest proportion of responses to the survey (39%), followed by parents of children receiving ORS/Complex Needs services. In contrast, educators responding to the service in relation to a learner receiving Early Intervention services had the lowest proportion of responses (15%), and ORS/Complex Needs services had the highest number of responses (31%), as shown in Figure 1. 
[image: image2.png]Parents

Edueators [
0 20 40 60 80 100
Percent
stronglyagree  magree  Mneutral  Mdisagree  Mstrongly disagree




Figure 1: Overall population and number of respondents by service type 
Note: Totals may not add to 100 due to rounding

Ethnicity of learners
As shown in Figure 2, the largest proportion of parents and educators answered the survey in relation to a learner of New Zealand European descent (55% parents, 47% educators). This was followed by learners who were Māori (22% parents, 26% educators) and Pasifika (15% parents, 18% educators). 
Figure 2: Overall population and number of respondents by ethnicity
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Note: Totals may not add to 100 due to rounding
Respondents by region
The largest proportion of both parents and educators who responded to the survey were from the Northern region (37% parents, 35% educators). Respondents were reasonably evenly distributed among the other regions, as shown in Figure 3. 
Figure 3: Overall population and number of respondents by region 
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Note: totals may not add to 100 due to rounding
Findings from the 2013 survey

This section presents findings from the 2013 Special Education Client Satisfaction Survey. The survey asked respondents to rate various aspects of satisfaction with the service received from Special Education on a five point scale, where ‘1’ indicated the most negative response and ‘5’ indicated the most positive response. For reporting purposes most responses have been condensed into three point scales where ‘1’ and ‘2’ indicate a negative response and ‘4’ and ‘5’ indicate a positive response. A response of ‘3’ indicates a neutral response.

All collated data presented has been weighted to adjust for the oversampling of Māori, Pasifika and children and young people receiving behaviour services. Throughout this report, figures include the actual number of respondents (un-weighted numbers
) but report weighted proportions. 
Findings in this report have been tested at a confidence level of 95%.
 Confidence intervals for the findings in this report are included in the tables presented in Appendix Three.
[image: image5.png]Parents

Educators T —
0 20 40 60 80 100
Percent
strongly agree magree mneutral mdisagree mstrongly disagree




Expectations of special education services
The Special Education Client Satisfaction Survey asked respondents about their expectations before they received the service. Overall, 62% of parents and 76% of educators expected a good or very good quality of service before going to Special Education. As shown in Figure 4, just under a third of parents (32%) and a fifth of educators (20%) expected neither good nor poor service.
Figure 4: Expectations of the service before going to Special Education
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After receiving the service, 71% of parents and 59% of educators reported that the service was better than they expected (see Figure 5). This finding helps to put overall satisfaction with the quality of service delivery in perspective, as whether or not a service meets expectations is one of the most important drivers of client satisfaction.
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Figure 5: How the service from Special Education compared to expectations
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Satisfaction with the overall quality of special education services
Respondents were asked to rate their satisfaction with the overall quality of service delivery. As shown in Figure 6, 76% of parents were satisfied with the overall quality of special education services (29% ‘satisfied’ and 47% ‘very satisfied’).
Educators were less likely to report satisfaction with the overall quality of special education services than parents, and this difference was statistically significant. As shown in Figure 6, just over two thirds of educators (67%) reported satisfaction with the overall quality of special education services (28% were ‘satisfied’, 39% ‘very satisfied’).  
Figure 6: satisfaction with the overall quality of special education services
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Differences in overall satisfaction with special education services by service type
Overall, parents of learners receiving Communication Services (84%) and Early Intervention Services (82%) reported significantly higher levels of satisfaction with the overall quality of service delivery than parents of learners receiving an ORS/Complex Needs Service, of whom just under two thirds (65%) reported satisfaction (see Figure 7).
There were no statistically significant differences in satisfaction across the different service types for educators.
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Figure 7: Overall satisfaction with special education services by service type

Note: Figures 7 to 9 include error bars which show the range that we would expect with 95% confidence the true value to sit within. The wider the confidence interval is, the more variability within the sample, and the less precise the estimate. Where there is no overlap between error bars for each of the categories, a significant difference exists.
Differences in overall satisfaction with the quality of service delivery by ethnicity
As shown in Figure 9, there were no statistically significant differences in the overall satisfaction of parents or educators with the quality of service delivery for children of different ethnic groups.
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Figure 9: Overall satisfaction by ethnicity
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Satisfaction with aspects of service delivery

In addition to general satisfaction with the service, the Special Education Client Satisfaction Survey asked respondents to rate different aspects of service delivery. 
Parents’ levels of agreement with aspects of service delivery
Parents reported the highest level of agreement with the statement that they were ‘treated fairly’, with 86% of parents agreeing (23% agreed, 63% strongly agreed). This was followed by 84% of parents who agreed that ‘staff were competent’ (25% agreed, 59% strongly agreed). This reflects general satisfaction with the professionalism of staff. 

Satisfaction with children’s progress received the lowest rating with 75% of parents agreeing with the statement that they were satisfied with their child’s progress after the service received from Special Education (28% agreed, 47% strongly agreed). In addition, 10% of parents disagreed that they got the information that they needed, indicating the level of information provided to some parents was not sufficient (see Figure 10). 
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Figure 10: Parents’ levels of agreement with aspects of service delivery
Educators’ levels of agreement with aspects of service delivery
Educators’ levels of agreement with aspects of service delivery overall were slightly lower than parents’ ratings; however, they generally followed the same pattern of agreement. Overall, 81% of educators agreed with the statement that they were treated fairly (24% agreed, 57% strongly agreed) and 79% agreed that staff were competent (26% agreed, 53% strongly agreed). 
Educators agreed the least with the statement that the service is an ‘example of good value for tax dollars spent’ (63%; 23% agree, 40% strongly agree) and that they were satisfied with progress after the service from Special Education (64%; 31% agree, 33% strongly agree) as shown in Figure 11. It is likely these two elements of service delivery are linked; that is, satisfaction with progress is likely to influence perceptions about the value for tax dollars spent. 

The statement that educators disagreed the most with were that the service is an example of good value for tax dollars spent (19% disagreed). In addition, 15% of educators disagreed that they got the information they needed, indicating that like parents, the information provided to some educators was not sufficient. 
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Figure 11: Educators’ levels of agreement with aspects of service delivery
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Timeliness of the service

In addition to the above aspects of service delivery, parents and educators were also asked to rate their satisfaction with the amount of time it took to get the service. As shown in Figure 12, parents and educators reported similar levels of satisfaction, with 62% of parents and 61% of educators reporting satisfaction with the time it took to receive the service. This is the lowest rating of satisfaction across all of the aspects of service delivery measured in the Special Education Client Satisfaction Survey. 
Figure 12: Satisfaction with the amount of time it took to get the service
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Satisfaction with aspects of service delivery for Māori and Pasifika learners with special education needs

Māori and Pasifika learners are priority learning groups for the Ministry. The sampling design included oversampling of these groups to ensure more accurate estimates for Māori and Pasifika learners with special education needs could be produced.

The findings from the 2013 Special Education Client Satisfaction Survey found no significant differences between responses of parents/educators of Māori and Pasifika learners and parents/educators of learners of other ethnicities. This relates positively towards the Ministry’s target that ‘Māori and Pasifika families, parents and whānau are at least as satisfied with the overall quality of service delivery as New Zealand European’.  

In addition, there was no significant difference in the agreement between parents and educators of Māori and Pasifika learners to the statement that ‘cultural needs were well considered in the way Special Education staff worked with our child/the learner and family’. Overall, 81% of parents agreed; however, 73% of educators agreed with the statement which is slightly below the Ministry’s target of 75%.
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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 Special Education Service Promise states that the Ministry 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.

The Special Education Client Satisfaction Survey allows performance on components of the service promise to be measured. As presented in Table 1, agreement levels with aspects of special education service delivery show that Special Education is delivering well on its promise to:

· Value, respect and treat you fairly 

· Do what we say we will do in a timely manner
· Listen and understand you (parents) 

· Make it easy for you to work with us (parents).
The areas where Special Education is not delivering as well
 towards the service promise are:

· Together find what works 

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

· Listen and understand you (educators)

· Make it easy for you to work with us (educators).
Table 1: Performance relative to the Special Education Service Promise 
	Special Education Service Promise
	Survey question
	Overall positive
 rating

	
	
	Parent 

(%)
	Educator (%)

	Value, respect and treat you fairly 
	I was treated fairly 
	86
	81

	Listen and understand you 
	My individual circumstances were taken into account 
	82
	69

	
	I feel cultural needs were well considered in the way Special Education staff worked with our child and family  
	81
	73

	Together, find what works
	I was satisfied with my child’s/the learner’s progress after the service from Special Education
	75
	64

	Make it easy for you to work with us 
	Special Education made it easy for me to work with them 
	81
	69

	Do what we say we will do in a timely manner 
	Staff did what they said they would do
	81
	76

	
	Overall how satisfied were you with the time it took to get the service? 
	62
	61


Trends in satisfaction across years

As shown in Figure 13, the satisfaction of both parents and educators with the overall quality of service delivery has been stable over the past three years.
Figure 13: Satisfaction with the overall quality of service delivery 2011 - 2013
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In addition, while the order of aspects of service delivery that respondents are most satisfied with changes slightly from year to year, there has been no significant change in satisfaction across the different aspects of service delivery over the past three years (see Table 2).
Table 2: Agreement with aspects of service delivery 2011 - 2013
	Client Satisfaction Survey Question
	Parents (%)
	Educators (%)

	
	2011
	2012
	2013
	2011
	2012
	2013

	Before going to Special Education what quality of service did you expect?
	67
	66
	62
	77
	75
	76

	Looking back how did the service you got from Special Education compare to what you expected?
	72
	76
	71
	57
	56
	59

	How satisfied were you with the overall quality of service delivery
	76
	78
	76
	64
	63
	67

	Overall, how satisfied were you with the amount of time it took to get the service?
	59
	59
	62
	52
	54
	61

	Staff were competent
	84
	84
	84
	74
	74
	79

	Staff did what they said they would do
	82
	82
	81
	72
	72
	76

	I was treated fairly
	86
	87
	86
	82
	78
	81

	I feel my individual circumstances were taken into account
	83
	83
	82
	73
	69
	69

	I was satisfied with my child's/the learner’s progress after the service from Special Education
	76
	74
	75
	64
	59
	64

	I feel our cultural needs were well considered in the way Special Education worked with our child/the learner and family
	86
	83
	81
	74
	71
	73

	I got the information I needed
	77
	77
	76
	71
	72
	69

	It's an example of good value for tax dollars spent
	80
	80
	78
	69
	65
	63

	Special Education made it easy for me to work with them
	81
	82
	81
	63
	61
	69


How Special Education could improve its service 
As well as rating their satisfaction with the service received by Special Education, parents and educators were asked to comment on how Special Education could improve the service to get a rating of ‘5’ (very satisfied). The main themes to emerge from parents’ and educators’ comments are outlined below.

Educators’ responses about how Special Education could improve services
The responses from 393 educators about how Special Education could improve its service were generally similar. The following were the main things identified:

Increase resourcing

Many educators responded that there was inadequate funding available for special education services which was affecting the number of staff able to be employed, and therefore waiting/response times as well as the amount of time learners actually spend receiving a service directly.

“Higher government funding so that GSE are able to employ more qualified staff to then be able to respond quicker to referrals for intervention.”

“The Ministry of Education should support and fund their staff better so Special Education can support children and teachers more effectively and successfully.”

“… More funding in order to cater fully for our tamariki. Many decisions are based on money when they should be based on student needs…Money restraints should not determine who succeeds and who does not.”
Better assistance and support
One of the main things that educators reported that Special Education could do to better meet their needs was to provide more direct support and assistance. Many teachers did not feel supported in implementing Individual Education Plans (IEPs) and felt they needed more practical ideas and strategies to translate plans into day-to-day programmes. Educators reported that they needed Special Education to:

 “Actively give advice and strategies to work with the child in the classroom…work alongside the teacher and support staff to develop strategies and ideas to meet the child’s needs.” 

“Help the class teacher and teacher aide to help put a daily support plan in place. Report was good and to the point, but translating it into day to day programme changes is a challenge.”

Linked with this was the need for more regular contact with special education services. Many educators reported that they could be better supported by Special Education by having more regular contact with them: 

 “More regular visits by Special Education…to help with developing programmes that work for the child. Often teachers are not trained in Special Education so need plenty of support.”

“…Not prepare a great huge plan then leave the teacher for a long time alone to cope…”

“Meet with teacher, support person, whānau and school SENCO person at least twice a year to review progress and assess effectiveness of support and determine where to next.”

“[I] would like to have some one on one time with the speech therapist to ensure that what I’m doing within the classroom environment is correct.”

Better and more regular communication

Many educators also commented that communication could be much better with teachers and schools. Many educators reported that they were not well informed about the service being received, the next steps and a learner’s progress and there were many general comments made of “more communication” by educators. More specific examples include:

“Communication with the classroom teacher was relatively poor and service seemed to be discontinued/not started at all with no communication as to why…I feel left in the dark with the where to next.”

“Better communication would be great as there were times that we as a school had no idea what was going on and it was only through word of mouth.”

 “The Educator only came in once, there was no further communication from that point at all – very disappointing… Following up, and being consistent in communication would help improve [the rating].”

Parents’ responses about how Special Education could improve services
A total of 241 parents made comments about how Special Education could improve its services, which were broadly similar to educators, as outlined below. 
Increase funded hours

One of the most common ways parents reported that Special Education could improve was to increase the number of funded hours their child received. The comment “more time with the child” was made consistently among parents. As one parent said:

“There may be funding going out for my daughter's needs but I really don't see any action being done by a speech therapist to my daughter; [need] more 1 on 1 involvement or action.”
More regular contact

Like educators, parents also reported limited interactions with special education services and would like for Special Education to “be in touch more”; as one parent said the rating could be improved “if they could phone more to see how things are going”. Another parent commented that the “frequency of visits needs to be higher for better supervision of goals.”
Better communication

Parents also commented that the way Special Education could improve was with “better communication”. Parents wanted to know more about what was happening with their child and to hear from Special Education more frequently:

“Communicating more with parents, letting them know when they are visiting their child in school. What was covered and any action required at home and follow up.”

“More communication about the timing and progress of plans for the child involved. Particularly when waiting for something to be put into place.”

“Probably explaining more why things [are] done the way they are and what teachers are expecting.”

“Communication could /should/must improve.  You can't meet with a parent and then not contact them for 2 months....”

Decrease waiting times

Many parents commented that the amount of time it took to receive a service was too long, and highlighted this as an area for improvement for Special Education. This was especially true for parents of children receiving a Communication Service, who reported experiences of long wait times and high staff turnover which meant gaps in receiving a service: 

“Waited for 1 year [for speech therapist]. I had to continually call Ministry of Education to get an update. Once service came it was wonderful but therapist changed regularly.”

 “Special Education needs to improve their time management.  My son was on the waiting list for 2 years before he was even assessed, and AFTER assessment he has only been seen a handful of times in the last 9 months.”

“Our speech therapist has gone on maternity leave her replacement has not yet been recruited when she left so my son is missing out on this service at the moment, and a handover.”

More assistance and support

Like educators parents also wanted more help with ways in which they can better support their child:
“I was hoping to be given more strategies that are appropriate for my child that can be used both at school and outside of school.”

“Set a goal for children and teach parents how to reach the goal step by step.”
In addition, parents also wanted help to know what assistance was available, what funding they were entitled to and how this funding was being spent:
“To inform the parents of everything. I don't know what my child’s grant is covering per year.”
“I feel when you are applying for ORS you should be given an information pack about it all. All these things just took too long and created a lot of stress for us who already have enough with a special needs child.”
Additional comments from parents and educators
The survey also allowed respondents to make any additional comments about special education services; 325 educators and 281 parents made comments. Many of the responses reiterated the comments about how the service could be improved; however, some slightly different comments also emerged, as outlined below. 
Many parents and educators took the opportunity to express their gratitude and make positive statements about the help that they have received. Many of these comments were made about specific specialist staff, who had made a significant difference to the child and family receiving the service:

“[name of staff member] – I can’t speak highly enough about her. She is an asset to [the Ministry of Education]!” (Parent)
“A special mention to [name of staff member] she is amazing, so supportive and professional - displays excellent skills with all children she has worked with at our centre.” (Educator)
However, while valuing the service and staff, some educators further commented that they thought they were overloaded:

“The specialist service providers have huge case loads. They are time poor! We get great help when time allows.”

“Not enough staff to cater to all the needs of the students.  Any action takes too long after a referral.”

This sentiment was also echoed by parents. The following quote summarised many of the comments made:
“Waiting times to get access to the service is far too long. I'm well aware this is due to staff having large caseloads. As a parent this is a concern, I know our speech language therapist was doing the best she could for our son however, who's not to say that if there were more staff to spread the workload out a bit better that she would have been able to do even more? I understand that budgets can only go so far, however more and more children are being diagnosed with issues and needing help, as a parent you just want what is best for your child.”
Some parents and educators made comments that they were disappointed with the service received, and that it had made little difference, providing more information about the slightly lower ratings to satisfaction with the child’s/learner’s progress after the service from Special Education:
“Mostly service from Special Education contributes little to [the] progress of my child. School staff make the difference.” (Parent)

“Their job is not very clear and more than often we feel frustrated when we come looking for help or advice. We don’t expect miracles but I have often found it easier to get help elsewhere.” (Educator)
Conversely, many of the comments made about positive experiences provide some tangible examples about what makes the difference for parents and educators when receiving special education services. Examples of how Special Education worked well with parents and educators are outlined below:
“The service provided and our educator has been fantastic. If there are questions I always felt free to ask them and have been given valuable information. My child has been progressing well. I have felt supported. We would have been lost without them. Thank you.”(Parent)

“Dedicated staff - community, whānau and individual focus. Easily contactable, timely feedback and regular visits to preschool and home. Knowledgeable and friendly team”. (Parent)

“Having been new to the role of SENCO this year - not only has the child received a great deal of support, but also myself! I could not have asked for more support with understanding documentation, processes and applying for further support where needed. Many thanks for everything - it's been extremely helpful.” (Educator)
“I find our liaison teacher very approachable and full of realistic, workable ideas to implement. She responds readily to emails and meetings are well arranged with me, other teachers and parents. Supportive of student’s teacher and their needs.” (Educator)

“The quality of service seems to vary dramatically with the Early Intervention Team member one gets - this time we were lucky: multidisciplinary group, high levels of expertise, regular useful meetings, great suggestions and advice, superb support for the family, great rapport with the child and his teachers, and a good outcome for all.” (Educator)
Conclusion
The Special Education Client Satisfaction Survey provides an overall picture of Special Education service delivery and the satisfaction of parents and educators of children receiving the service. It enables the Ministry to get a clear idea of the aspects of service that Special Education is delivering well, as well as areas where service delivery could improve.

Overall, the 2013 results show Special Education is doing well in the following areas where at least 76% of parents and educators agreed that: they were treated fairly, staff were competent and did what they said they would do. In addition, just over three quarters (76%) of parents were satisfied with the overall quality of service delivery.

However, the Special Education Client Satisfaction Survey also plays an important role in identifying areas where the service is perceived to not be delivering as well, highlighting areas that the service may need to focus on. Timeliness remains an area where parents and educators have the lowest level of satisfaction. In addition, educators’ overall satisfaction with the quality of service delivery, while reasonable, does not meet the Ministry’s target of at least 75% satisfaction. 
The results from the 2013 Client Satisfaction Survey provide a good overview of how the service is performing, and will be used to inform Special Education business planning and, ultimately, improve Special Education service delivery.

Appendix One: 2013 Special Education Client Satisfaction Surveys
	PARENT SATISFACTION SURVEY – DISTRICT pre-populated 

	SERVICE RECEIVED: pre-populated 
Ethnicity: pre-populated. If this is not your child’s ethnicity please fill in here:

	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

	If you have rated this 1-4, how could Special Education improve the service to get a 5 from you?


	Overall, how satisfied were you with the amount of time it took to get the service?
	Very dissatisfied
	
	Very satisfied

	
	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 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

	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 

04 463 7064)
Thank you

	EDUCATOR SATISFACTION SURVEY –– DISTRICT pre-populated 

	SERVICE RECEIVED: Pre-populated 
Ethnicity: Pre-populated If this is not the student’s ethnicity please fill in here: 

	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

	If you have rated this 1-4, how could Special Education improve the service to get a 5 from you?
 

	Overall, how satisfied were you with the amount of time it took to get the service?
	Very dissatisfied
	
	Very satisfied

	
	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 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

	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 at clientsatisfaction.survey@minedu.govt.nz  or phone Carin Sundstedt (Senior Advisor Service Delivery on 

04 463 7064)
Thank you


Appendix Two: Achieved sample and response rate
	Service type
	Parents
	Educators

	
	Sample
	Achieved
	Response rate
	Sample
	Achieved
	Response rate

	Māori
	
	
	
	
	
	

	Behaviour
	113
	15
	13%
	113
	52
	46%

	Communication
	119
	23
	19%
	117
	45
	38%

	ORS/Complex Needs
	150
	42
	28%
	149
	21
	14%


	Early Intervention
	206
	34
	17%
	173
	62
	36%

	Unknown
	 
	1
	0%
	 
	7
	1%

	Total Māori
	588
	115
	20%
	552
	187
	34%

	Pasifika
	 
	 
	 
	 
	 
	 

	Behaviour
	81
	9
	11%
	81
	23
	28%

	Communication
	81
	11
	14%
	81
	41
	51%

	ORS/Complex Needs
	101
	36
	36%
	101
	39
	39%

	Early Intervention
	139
	20
	14%
	115
	21
	18%

	Unknown
	 
	1
	0%
	 
	8
	2%

	Total Pasifika
	402
	77
	19%
	378
	132
	35%

	Other/unknown

	Behaviour
	191
	48
	25%
	191
	104
	54%

	Communication
	200
	66
	33%
	197
	131
	66%

	ORS/Complex Needs
	244
	133
	55%
	244
	71
	29%

	Early Intervention
	347
	95
	27%
	292
	135
	46%

	Unknown
	 
	7
	1%
	 
	11
	1%

	Total Other
	982
	349
	36%
	924
	452
	49%

	Grand Total
	1972
	541
	27%
	1854
	771
	42%


Note: The parent sample is greater than the educator sample as some young people receiving services were not attending an education facility at the time the sample population was drawn.
Appendix Three: Data tables 
The data presented in the tables and figures below report weighted proportions but un-weighted numbers; that is the actual number of respondents who answered each question.
Satisfaction with special education services by each survey question 
Question 1 - before going to Special Education for this service, what quality of service did you expect?
	Satisfaction
	Parents

(%)
	Educators

(%)

	1  Very poor service
	1.48
	0.51

	2
	4.73
	3.67

	3
	31.55
	20.15

	4
	27.27
	30.24

	5  Very good service
	34.97
	45.43

	Number of respondents 
(un-weighted)
	530
	716
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Question 2 - looking back how did the service you got from Special Education compare to what you expected?

	Satisfaction
	Parents

(%)
	Educators

(%)

	1  Much worse than expected
	2.8
	3.76

	2
	8.04
	9.61

	3
	18.46
	27.73

	4
	34.23
	38.79

	5  Much better than expected
	36.47
	20.12

	Number of respondents (un-weighted)
	533
	706
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Question 3 - how satisfied were you with the overall quality of service delivery?

	Satisfaction
	Parents

(%)
	Educators

(%)

	1  Very dissatisfied
	2.52
	3.35

	2
	6.07
	9.90

	3
	15.81
	19.53

	4
	29.03
	27.80

	5  Very satisfied
	46.57
	39.43

	Number of respondents  
(un-weighted)
	536
	696
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Question 4 - overall, how satisfied were you with the amount of time it took to get the service?
	Satisfaction
	Parents

(%)
	Educators

(%)

	1  Very dissatisfied
	6.59
	5.92

	2
	9.36
	10.55

	3
	21.82
	22.50

	4
	24.96
	29.81

	5  Very satisfied
	37.26
	31.22

	Number of respondents (un-weighted)
	525
	682
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Question 5 - staff were competent

	Satisfaction
	Parents

(%)
	Educators

(%)

	1  Strongly disagree
	0.42
	0.94

	2
	3.26
	6.28

	3
	12.72
	14.00

	4
	24.54
	25.70

	5  Strongly agree
	59.06
	53.09

	Number of respondents (un-weighted)
	535
	687
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Question 6 - staff did what they said they would do

	Satisfaction
	Parents

(%)
	Educators

(%)

	1  Strongly disagree
	1.65
	2.08

	2
	4.66
	6.44

	3
	13.02
	15.56

	4
	22.16
	23.99

	5  Strongly agree
	58.51
	51.92

	Number of respondents (un-weighted)
	536
	686
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Question 7 - I was treated fairly

	Satisfaction
	Parents

(%)
	Educators

(%)

	1  Strongly disagree
	0.33
	1.03

	2
	2.77
	4.28

	3
	10.82
	14.01

	4
	22.93
	24.22

	5  Strongly agree
	63.15
	56.46

	Number of respondents (un-weighted)
	536
	681
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Question 8 - I feel my individual circumstances were taken into account?

	Satisfaction
	Parents

(%)
	Educators

(%)

	1  Strongly disagree
	1.33
	2.01

	2
	3.57
	9.88

	3
	13.34
	19.16

	4
	25.20
	26.57

	5  Strongly agree
	56.56
	42.38

	Number of respondents (un-weighted)
	532
	655



Question 9 - I was satisfied with my child’s/learner’s progress after the service from Special Education

	Satisfaction
	Parents

(%)
	Educators

(%)

	1  Strongly disagree
	3.42
	4.26

	2
	4.06
	10.13

	3
	17.48
	21.84

	4
	27.55
	30.60

	5  Strongly agree
	47.49
	33.16

	Number of respondents (un-weighted)
	525
	651



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

	Satisfaction
	Parents

(%)
	Educators

(%)

	1  Strongly disagree
	0.92
	2.35

	2
	1.85
	3.42

	3
	16.58
	21.33

	4
	21.44
	28.45

	5  Strongly agree
	59.21
	44.46

	Number of respondents (un-weighted)
	512
	636



Question 11 - I got the information that I needed
	Satisfaction
	Parents

(%)
	Educators

(%)

	1  Strongly disagree
	2.21
	3.01

	2
	7.41
	11.88

	3
	14.78
	16.02

	4
	23.52
	27.48

	5  Strongly agree
	52.08
	41.61

	Number of respondents (un-weighted)
	532
	660



Question 12 - It’s an example of good value for tax dollars spent
	Satisfaction
	Parents

(%)
	Educators

(%)

	1  Strongly disagree
	3.67
	7.83

	2
	6.17
	10.97

	3
	12.21
	18.24

	4
	18.61
	23.16

	5  Strongly agree
	59.34
	39.78

	Number of respondents (un-weighted)
	527
	655



Question 13 - Special Education made it easy for me to work with them
	Satisfaction
	Parents

(%)
	Educators

(%)

	1  Strongly disagree
	2.72
	3.99

	2
	4.47
	9.96

	3
	12.31
	16.56

	4
	20.64
	23.15

	5  Strongly agree
	59.87
	46.33

	Number of respondents (un-weighted)
	531
	661



Positive
 responses to survey questions by service type
Table A1: Question 1 - before going to Special Education for this service, what quality of service did you expect by service type
	Service type
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Behaviour
	56.51
	44.69
	68.33

	Communication
	66.04
	56.59
	75.48

	Early Intervention
	59.86
	53.07
	66.64

	ORS/Complex Needs
	65.90
	58.15
	73.65

	Educators
	
	
	

	Behaviour
	66.07
	58.82
	73.33

	Communication
	79.56
	73.98
	85.14

	Early Intervention
	75.78
	67.49
	84.07

	ORS/Complex Needs
	78.08
	72.57
	83.59


Table A2: Question 2 - looking back how did the service you got from Special Education compare to what you expected by service type
	Service type
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Behaviour
	69.47
	58.58
	80.37

	Communication
	73.43
	64.63
	82.24

	Early Intervention
	77.99
	72.29
	83.70

	ORS/Complex Needs
	61.51
	53.55
	69.47

	Educators
	 
	 
	 

	Behaviour
	49.45
	41.79
	57.11

	Communication
	59.01
	52.12
	65.90

	Early Intervention
	64.34
	55.07
	73.61

	ORS/Complex Needs
	57.05
	50.38
	63.72


Table A3: Question 3 - how satisfied were you with the overall quality of service delivery by service type
	 Question 3 by service type
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Behaviour
	73.22
	62.74
	83.70

	Communication
	84.36
	77.11
	91.60

	Early Intervention
	82.13
	76.88
	87.38

	ORS/Complex Needs
	64.92
	57.14
	72.70

	Educators
	 
	 
	 

	Behaviour
	56.97
	49.29
	64.65

	Communication
	66.19
	59.55
	72.84

	Early Intervention
	70.90
	62.07
	79.73

	ORS/Complex Needs
	68.22
	61.91
	74.52


Table A4: Question 4 - overall, how satisfied were you with the amount of time it took to get the service by service type
	Service type
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Behaviour
	59.05
	47.15
	70.95

	Communication
	60.61
	50.86
	70.35

	Early Intervention
	66.03
	59.53
	72.54

	ORS/Complex Needs
	60.00
	51.79
	68.22

	Educators
	
	
	

	Behaviour
	55.20
	47.48
	62.91

	Communication
	58.66
	51.66
	65.65

	Early Intervention
	59.95
	50.33
	69.58

	ORS/Complex Needs
	66.28
	59.74
	72.83


Table A5: Question 5 - staff were competent by service type
	Service type
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Behaviour
	79.58
	69.90
	89.26

	Communication
	87.25
	80.59
	93.90

	Early Intervention
	91.98
	88.25
	95.71

	ORS/Complex Needs
	74.06
	66.94
	81.18

	Educators
	
	
	

	Behaviour
	69.08
	61.93
	76.23

	Communication
	82.21
	76.79
	87.62

	Early Intervention
	83.44
	76.18
	90.71

	ORS/Complex Needs
	76.32
	70.51
	82.13


Table A6: Question 6 - staff did what they said they would do by service type
	Service type
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Behaviour
	79.09
	69.32
	88.85

	Communication
	86.26
	79.40
	93.13

	Early Intervention
	89.22
	84.97
	93.47

	ORS/Complex Needs
	68.82
	61.30
	76.34

	Educators
	
	
	

	Behaviour
	70.39
	63.31
	77.47

	Communication
	77.93
	72.06
	83.80

	Early Intervention
	79.78
	71.93
	87.62

	ORS/Complex Needs
	73.05
	67.00
	79.10


Table A7: Question 7 - I was treated fairly by service type 
	Service type
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Behaviour
	83.06
	74.12
	92.00

	Communication
	89.79
	83.75
	95.83

	Early Intervention
	94.50
	91.37
	97.63

	ORS/Complex Needs
	75.98
	69.04
	82.92

	Educators
	
	
	

	Behaviour
	74.14
	67.37
	80.91

	Communication
	79.52
	73.79
	85.25

	Early Intervention
	84.37
	77.17
	91.58

	ORS/Complex Needs
	80.15
	74.67
	85.63


Table A8: Question 8 - I feel my individual circumstances were taken into account by service type
	Service type
	Percent 
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Behaviour
	80.73
	71.33
	90.13

	Communication
	86.58
	79.78
	93.38

	Early Intervention
	91.67
	87.87
	95.48

	ORS/Complex Needs
	68.29
	60.68
	75.90

	Educators
	
	
	

	Behaviour
	64.67
	57.06
	72.28

	Communication
	73.87
	67.55
	80.20

	Early Intervention
	68.65
	59.10
	78.20

	ORS/Complex Needs
	68.86
	62.42
	75.30


Table A9: Question 9 - I was satisfied with my child’s progress after the service from Special Education by service type
	Service type
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Behaviour
	60.97
	49.08
	72.87

	Communication
	80.11
	72.11
	88.12

	Early Intervention
	84.27
	79.24
	89.30

	ORS/Complex Needs
	68.46
	60.80
	76.11

	Educators
	
	
	

	Behaviour
	 48.31
	40.22
	56.40

	Communication
	65.86
	59.04
	72.68

	Early Intervention
	66.74
	56.98
	76.49

	ORS/Complex Needs
	66.45
	59.92
	72.99


Table A10: Question 10 – I feel cultural needs were well considered in the way Special Education staff worked with our child and family by service type
	Service type
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Behaviour
	81.52
	72.06
	90.99

	Communication
	81.33
	73.43
	89.22

	Early Intervention
	88.94
	84.59
	93.29

	ORS/Complex Needs
	69.62
	61.82
	77.42

	Educators
	
	
	

	Behaviour
	68.86
	61.36
	76.35

	Communication
	71.44
	64.87
	78.01

	Early Intervention
	75.87
	66.91
	84.83

	ORS/Complex Needs
	72.32
	66.01
	78.64


Table A11: Question 11 – I got the information that I needed by service type
	Service type
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Behaviour
	73.45
	62.92
	83.97

	Communication
	84.10
	76.81
	91.39

	Early Intervention
	81.93
	76.65
	87.20

	ORS/Complex Needs
	64.90
	57.04
	72.76

	Educators
	
	
	

	Behaviour
	62.21
	54.47
	69.96

	Communication
	70.77
	64.24
	77.30

	Early Intervention
	72.51
	63.61
	81.42

	ORS/Complex Needs
	67.52
	60.97
	74.06


Table A12: Question 12 – It’s an example of good value for tax dollars spent by service type
	Service type
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Behaviour
	75.46
	65.04
	85.87

	Communication
	85.01
	77.81
	92.20

	Early Intervention
	82.72
	77.54
	87.90

	ORS/Complex Needs
	70.00
	62.45
	77.55

	Educators
	
	
	

	Behaviour
	51.88
	43.76
	59.99

	Communication
	66.77
	59.98
	73.57

	Early Intervention
	66.41
	57.04
	75.78

	ORS/Complex Needs
	61.98
	55.20
	68.77


Table A13: Question 13 – Special Education made it easy for me to work with them by service type
	Service type
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Behaviour
	80.19
	70.69
	89.69

	Communication
	86.26
	79.40
	93.13

	Early Intervention
	88.21
	83.79
	92.64

	ORS/Complex Needs
	68.72
	61.11
	76.33

	Educators
	
	
	

	Behaviour
	61.36
	53.60
	69.11

	Communication
	70.94
	64.44
	77.43

	Early Intervention
	74.95
	66.30
	83.59

	ORS/Complex Needs
	66.25
	59.64
	72.86


Positive responses to survey questions by region
Table A14: Question 1 – Before going to Special Education for this service, what quality of service did you expect by region
	Region
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Northern
	65.37
	58.69
	72.06

	Central North
	59.53
	51.01
	68.04

	Central South
	60.59
	50.58
	70.60

	Southern
	61.63
	52.17
	71.09

	Educators
	
	
	

	Northern
	73.48
	68.01
	78.96

	Central North
	83.04
	77.09
	88.99

	Central South
	69.55
	61.05
	78.05

	Southern
	75.67
	69.18
	82.17


Table A15: Question 2 – Looking back how did the service you got from Special Education compare to what you expected by region
	Region
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Northern
	67.64
	61.06
	74.21

	Central North
	78.45
	71.35
	85.56

	Central South
	67.09
	57.52
	76.66

	Southern
	68.91
	59.91
	77.91

	Educators
	
	
	

	Northern
	51.86
	45.61
	58.11

	Central North
	58.77
	50.88
	66.66

	Central South
	64.57
	55.62
	73.52

	Southern
	62.94
	55.63
	70.26


Table A16: Question 3 – How satisfied were you with the overall quality of service delivery by region
	Region
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Northern
	70.78
	64.37
	77.18

	Central North
	85.66
	79.63
	91.70

	Central South
	76.17
	67.54
	84.80

	Southern
	69.59
	60.73
	78.45

	Educators
	
	
	

	Northern
	61.17
	55.01
	67.32

	Central North
	69.20
	61.76
	76.65

	Central South
	68.82
	60.18
	77.45

	Southern
	71.31
	64.37
	78.24


Table A17: Question 4 – overall how satisfied were you with the amount of time it took to get the service by region
	Region
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Northern
	60.82
	53.83
	67.80

	Central North
	69.48
	61.49
	77.47

	Central South
	52.69
	42.53
	62.86

	Southern
	64.42
	55.15
	73.68

	Educators
	
	
	

	Northern
	53.05
	46.73
	59.37

	Central North
	68.61
	61.05
	76.18

	Central South
	53.17
	43.69
	62.64

	Southern
	69.66
	62.48
	76.84


Table A18: Question 5 – staff were competent by region
	Region
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Northern
	77.62
	71.76
	83.47

	Central North
	92.13
	87.47
	96.78

	Central South
	84.39
	77.04
	91.74

	Southern
	81.68
	74.19
	89.16

	Educators
	
	
	

	Northern
	74.20
	68.67
	79.73

	Central North
	80.93
	74.50
	87.35

	Central South
	73.83
	65.60
	82.06

	Southern
	86.31
	81.00
	91.63


Table A19: Question 6 - did what they said they would do by region

	Region
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Northern
	76.59
	70.64
	82.54

	Central North
	87.21
	81.44
	92.98

	Central South
	81.87
	74.06
	89.67

	Southern
	77.60
	69.57
	85.63

	Educators
	
	
	

	Northern
	73.12
	67.52
	78.72

	Central North
	74.18
	66.99
	81.36

	Central South
	74.04
	65.84
	82.25

	Southern
	82.04
	76.13
	87.96


Table A20: Question 7 I was treated fairly by region
	Region
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Northern
	82.80
	77.51
	88.09

	Central North
	91.53
	86.72
	96.35

	Central South
	87.47
	80.73
	94.21

	Southern
	82.92
	75.68
	90.17

	Educators
	
	
	

	Northern
	74.54
	69.04
	80.04

	Central North
	85.45
	79.68
	91.22

	Central South
	77.00
	69.04
	84.95

	Southern
	86.96
	81.72
	92.20


Table A21: Question 8 I feel my individual circumstances were taken into account by region
	Region
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Northern
	79.09
	73.36
	84.82

	Central North
	86.72
	80.81
	92.63

	Central South
	84.02
	76.60
	91.45

	Southern
	77.19
	69.07
	85.31

	Educators
	
	
	

	Northern
	60.89
	54.59
	67.19

	Central North
	76.21
	69.02
	83.40

	Central South
	60.79
	51.52
	70.06

	Southern
	78.70
	72.23
	85.18


Table A22: Question 9 I was satisfied with my child's/learners progress after the service from Special Education by region


	Region
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Northern
	68.72
	62.17
	75.26

	Central North
	86.58
	80.60
	92.57

	Central South
	69.83
	60.43
	79.23

	Southern
	76.15
	67.86
	84.44

	Educators
	
	
	

	Northern
	59.60
	53.28
	65.92

	Central North
	64.36
	56.14
	72.57

	Central South
	62.19
	52.94
	71.44

	Southern
	69.07
	61.76
	76.38


Table A23: Question 10 - I feel our cultural needs were well considered in the way Special Education worked with our child and family by region
	Region
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Northern
	74.98
	68.78
	81.17

	Central North
	88.08
	82.32
	93.84

	Central South
	79.23
	70.88
	87.58

	Southern
	81.96
	74.29
	89.63

	Educators
	
	
	

	Northern
	69.57
	63.56
	75.57

	Central North
	77.22
	70.16
	84.28

	Central South
	68.25
	59.10
	77.39

	Southern
	76.34
	69.44
	83.25


Table A24: Question 11 - I got the information I needed by region
	Region
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Northern
	73.08
	66.86
	79.29

	Central North
	87.03
	81.13
	92.93

	Central South
	68.40
	58.93
	77.87

	Southern
	72.93
	64.38
	81.49

	Educators
	
	
	

	Northern
	65.01
	58.91
	71.12

	Central North
	68.85
	61.06
	76.64

	Central South
	63.45
	54.31
	72.60

	Southern
	78.57
	72.06
	85.08


Table A25: Question 12 -  It's an example of good value for tax dollars spent by reg
	Region
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Northern
	71.22
	64.84
	77.60

	Central North
	88.78
	83.26
	94.30

	Central South
	79.54
	71.28
	87.80

	Southern
	73.67
	65.10
	82.23

	Educators
	
	
	

	Northern
	58.39
	52.03
	64.75

	Central North
	67.54
	59.66
	75.42

	Central South
	58.17
	48.76
	67.58

	Southern
	67.47
	60.07
	74.88


Table A26: Question 13 Special Education made it easy for me to work with them by region
	Region
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Northern
	75.99
	70.00
	81.97

	Central North
	90.51
	85.41
	95.62

	Central South
	78.22
	69.73
	86.72

	Southern
	77.19
	69.07
	85.31

	Educators
	
	
	

	Northern
	64.17
	58.02
	70.32

	Central North
	72.69
	65.19
	80.19

	Central South
	63.99
	54.84
	73.15

	Southern
	77.16
	70.56
	83.75


Positive responses to survey questions by ethnicity of learner

Table A27: Question 1 - Before going to SE what quality of service did you expect by ethnicity of learner
	Ethnicity
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Asian 
	67.92
	50.52
	85.33

	Māori
	62.26
	53.18
	71.33

	New Zealand European
	60.44
	54.65
	66.22

	Pasifika
	67.51
	56.74
	78.28

	Other
	73.02
	45.10
	100.94

	Educators
	
	
	

	Asian 
	85.64
	74.12
	97.16

	Māori
	74.08
	67.53
	80.64

	New Zealand European
	74.28
	69.63
	78.93

	Pasifika
	73.04
	65.16
	80.93

	Other
	97.67
	91.31
	104.03


Table A28: Question 2 - looking back, how did the service you got from Special Education compare to what you expected by ethnicity of learner
	Ethnicity
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Asian 
	59.04
	40.71
	77.38

	Māori
	69.29
	60.66
	77.93

	New Zealand European
	70.70
	65.33
	76.06

	Pasifika
	81.25
	72.27
	90.22

	Other
	79.23
	53.72
	104.74

	Educators
	
	
	

	Asian 
	35.20
	19.52
	50.89

	Māori
	63.82
	56.63
	71.01

	New Zealand European
	57.92
	52.63
	63.21

	Pasifika
	65.35
	56.74
	73.95

	Other
	62.97
	42.14
	83.80


Table A29: Question 3 - overall, how satisfied were you with the quality of service delivery by ethnicity of learner
	Ethnicity
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Asian 
	78.57
	62.98
	94.15

	Māori
	73.42
	65.22
	81.61

	New Zealand European
	75.58
	70.54
	80.63

	Pasifika
	83.07
	74.39
	91.76

	Other
	68.85
	39.72
	97.97

	Educators
	
	
	

	Asian 
	53.94
	37.09
	70.79

	Māori
	74.05
	67.39
	80.70

	New Zealand European
	63.87
	58.67
	69.07

	Pasifika
	70.19
	62.06
	78.32

	Other
	81.64
	64.94
	98.34


Table A30: Question 4 - overall, how satisfied were you with the amount of time it took to get the service by ethnicity of learner
	Ethnicity
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Asian 
	74.34
	57.75
	90.93

	Māori
	59.19
	49.99
	68.39

	New Zealand European
	61.56
	55.76
	67.35

	Pasifika
	71.33
	60.78
	81.88

	Other
	53.37
	21.99
	84.75

	Educators
	
	
	

	Asian 
	47.06
	30.66
	63.45

	Māori
	60.79
	53.24
	68.34

	New Zealand European
	62.31
	57.03
	67.59

	Pasifika
	67.74
	59.29
	76.19

	Other
	45.95
	23.91
	67.98


Table A31: Question 5 – staff were competent by ethnicity of learner

	Ethnicity
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Asian 
	78.57
	63.26
	93.87

	Māori
	82.72
	75.70
	89.73

	New Zealand European
	85.40
	81.24
	89.57

	Pasifika
	78.65
	69.15
	88.14

	Other
	79.23
	53.72
	104.74

	Educators
	
	
	

	Asian 
	72.23
	57.31
	87.15

	Māori
	84.51
	78.92
	90.11

	New Zealand European
	76.60
	72.02
	81.18

	Pasifika
	78.89
	71.54
	86.23

	Other
	81.64
	64.94
	98.34


Table A32: Question 6 - Staff did what they said they would do by ethnicity of learner
	Ethnicity 
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Asian 
	89.51
	78.08
	100.94

	Māori
	80.54
	73.19
	87.88

	New Zealand European
	81.04
	76.43
	85.65

	Pasifika
	75.59
	65.64
	85.54

	Other
	68.85
	39.72
	97.97

	Educators
	
	
	

	Asian 
	68.74
	53.30
	84.18

	Māori
	81.04
	74.98
	87.10

	New Zealand European
	73.74
	68.98
	78.51

	Pasifika
	76.81
	69.21
	84.40

	Other
	81.64
	64.94
	98.34


Table A33: Question 7 – I was treated fairly by ethnicity of learner

	Ethnicity 
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Asian 
	97.32
	91.31
	103.34

	Māori
	85.76
	79.28
	92.25

	New Zealand European
	86.29
	82.24
	90.33

	Pasifika
	82.62
	73.90
	91.33

	Other
	68.85
	39.72
	97.97

	Educators
	
	
	

	Asian 
	78.94
	65.35
	92.52

	Māori
	85.60
	80.14
	91.07

	New Zealand European
	78.24
	73.76
	82.72

	Pasifika
	79.29
	71.97
	86.61

	Other
	89.68
	76.56
	102.80


Table A34: Question 8 - I feel my individual circumstances were taken into account by ethnicity of learner
	Ethnicity 
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Asian 
	85.77
	72.74
	98.80

	Māori
	84.36
	77.59
	91.13

	New Zealand European
	80.99
	76.35
	85.63

	Pasifika
	79.17
	69.83
	88.51

	Other
	68.85
	39.72
	97.97

	Educators
	
	
	

	Asian 
	60.87
	44.37
	77.37

	Māori
	72.44
	65.28
	79.60

	New Zealand European
	68.97
	63.84
	74.10

	Pasifika
	70.68
	62.38
	78.98

	Other
	58.53
	37.28
	79.78


Table A35: Question 9 - I was satisfied with my child's/learner’s progress after the service from Special Education by ethnicity of learner
	Ethnicity 
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Asian 
	74.35
	58.07
	90.64

	Māori
	77.92
	70.08
	85.75

	New Zealand European
	74.30
	69.09
	79.52

	Pasifika
	75.49
	65.59
	85.38

	Other
	59.97
	29.15
	90.78

	Educators
	
	
	

	Asian 
	64.71
	48.56
	80.86

	Māori
	61.86
	54.07
	69.64

	New Zealand European
	63.86
	58.53
	69.20

	Pasifika
	71.61
	63.29
	79.94

	Other
	58.71
	37.47
	79.95


Table A36: Question 10 - I feel cultural needs were well considered in the way Special Education worked with our child/learner and family by ethnicity of learner
	Ethnicity 
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Asian 
	81.02
	65.84
	96.20

	Māori
	79.53
	71.87
	87.19

	New Zealand European
	81.54
	76.83
	86.25

	Pasifika
	77.47
	67.86
	87.08

	Other
	83.02
	59.40
	106.63

	Educators
	
	
	

	Asian 
	70.33
	54.89
	85.77

	Māori
	77.84
	71.19
	84.50

	New Zealand European
	71.35
	66.20
	76.49

	Pasifika
	69.19
	60.63
	77.76

	Other
	73.47
	54.42
	92.51


Table A37: Question 11 – I got the information I needed by ethnicity of learner 
	Ethnicity 
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Asian 
	82.17
	67.89
	96.44

	Māori
	76.35
	68.39
	84.30

	New Zealand European
	74.20
	69.04
	79.37

	Pasifika
	80.16
	70.92
	89.40

	Other
	68.85
	39.72
	97.97

	Educators
	
	
	

	Asian 
	71.45
	56.18
	86.71

	Māori
	71.17
	63.96
	78.38

	New Zealand European
	67.48
	62.29
	72.68

	Pasifika
	71.28
	63.10
	79.45

	Other
	66.40
	46.02
	86.77


Table A38: Question 12 - It's an example of good value for tax dollars spent by ethnicity of learner
	Ethnicity 
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Asian 
	78.44
	62.83
	94.06

	Māori
	79.31
	71.65
	86.96

	New Zealand European
	77.37
	72.41
	82.33

	Pasifika
	79.78
	70.54
	89.02

	Other
	68.85
	39.72
	97.97

	Educators
	
	
	

	Asian 
	62.24
	45.85
	78.63

	Māori
	63.80
	56.17
	71.42

	New Zealand European
	62.16
	56.76
	67.56

	Pasifika
	66.01
	57.33
	74.68

	Other
	58.53
	37.28
	79.78


Table A39: Question 13 - Special Education made it easy for me to work with them by ethnicity of learner
	Ethnicity 
	Percent (%)
	Lower Confidence level
	Upper Confidence level

	Parents
	 
	 
	 

	Asian 
	81.70
	67.28
	96.11

	Māori
	80.37
	72.94
	87.81

	New Zealand European
	80.50
	75.81
	85.18

	Pasifika
	83.51
	74.98
	92.05

	Other
	68.85
	39.72
	97.97

	Educators
	
	
	

	Asian 
	70.42
	54.99
	85.84

	Māori
	75.12
	68.23
	82.00

	New Zealand European
	67.74
	62.57
	72.92

	Pasifika
	66.26
	57.72
	74.81

	Other
	60.99
	39.95
	82.03


“I had no expectations of the service but was pleasantly surprised.” (Parent)


“I had high expectations because of the high quality work from the case coordinator. It was the 


worker I was impressed with, rather than the Special Education service in general. I have very low 


expectations from the [district office].” (Educator)





“Very satisfied with the service we have received; my son’s confidence has greatly improved over the last year.” (Parent)


“I have been fully satisfied with the service that the school has received during the last year.” (Educator)





“I feel that the staff our school works with are very professional and approachable. They listen and give us support. Really appreciate what they do.” (Educator) 





“I wasn't sure what exactly the service was offering; I would have liked more detailed information.” (Parent)














“The response from [Special Education] was very fast and I appreciated their work with us.” (Educator)





“It was extremely frustrating and upsetting having to wait so long to be told whether or not your child could receive the help he/she required.” (Parent)





 “[Special Education] offer an expression of manaakitanga, and kaitiakitanga which gelled naturally with me and the whānau of the tamaiti who needed extra support.”(Educator)








“Very efficient and professional delivery of services. Special Education staff always treated my student with high levels of respect.” (Educator)





“Time keeping, the service needs to stick to what they talk about [and say] they [are] going to offer.”  (Parent)

















� See �HYPERLINK "http://www.ssc.govt.nz/common-measurements-tool"�http://www.ssc.govt.nz/common-measurements-tool�


� The majority of cases were removed due to the case no longer being open, but not updated in the Case Management System.


� The sample consisted of more parents than educators as not all children receiving a special education service were attending an education facility.


� The term ‘educator’ used throughout this report refers to the person at the education facility the child was attending who filled out the survey. Surveys were completed by teachers, Special Education Needs Coordinators as well as Principals. 


� Respondents did not have to answer every question; therefore, the total number of respondents for each question differs.


� 	A confidence interval gives an indication of the reliability of an estimate, and highlights whether a statistical difference exists between two proportions. Confidence intervals are expressed as a range (ie; from 4% to 6%). A 95% confidence interval means that if we repeated this survey with a new random sample each time, 95 out of 100 times the value will fall between the confidence interval (eg; 4% to 6%). 


� State Services Commission. (2009). Understanding the drivers: Summary Report. Wellington: State Services Commission. Available at: �HYPERLINK "http://www.ssc.govt.nz/sites/all/files/understanding-drivers-summary-report.pdf"�http://www.ssc.govt.nz/sites/all/files/understanding-drivers-summary-report.pdf� 


� Ratings of agreement of 75% or less. 


� Ratings of ‘4’ or ‘5’ 


� Positive responses are all responses that were rated as either a ‘4’ or a ‘5’ on the five point scale for each question. 






