Results of Local Offer Survey (March – April 2015)
Introduction
In March 2015 we conducted a Local Offer survey with the following aims:

· Finding any services that are not included that should be

· Making it easier to find services by understanding how people search the Local Offer

· Help understand how we could make the Local Offer more attractive to use

· Guide what else we could include to make the Local Offer more useful

· Find people who would be interested in working on the future development of the Local Offer

· Gain feedback on where we should publicise the Local Offer to raise awareness of what services are out there

The survey was publicised using a number of methods including a press release, the Parent Participation website, SEND Reforms newsletter, team meetings, Facebook, Twitter and email. The statistical results of the survey are listed below, followed by comments from the participants and responses from the team responsible for maintaining and updating the Local Offer.

Main Messages
· The clear overriding point (reflected in the low response rate) is that not enough people know about the Torbay Local Offer – we need to address this urgently

· The Local Offer is well laid out and fairly straightforward

· Need to focus on Work / Preparing for Adulthood section

On the following pages:

· Statistical results of the survey

· Comments received with a response from the Local Offer team.

This survey will form part of an ongoing policy of gathering and using feedback which also includes user groups and the online contact form.

If you would like to query or follow up any aspect of the survey please contact SENDreforms@torbay.gov.uk.

	
	Parents
	Professionals

	Number of responses
	5
	32


	
	Young People / Parents
	Professionals

	
	No
	Yes
	No
	Yes

	Have you visited the Local Offer website?
	2
	3
	3
	34

	Can you find the SEND services that you use on the Local Offer website?
	0
	5
	5
	32

	Was it easy to find the services you were looking for?
	2
	2
	3
	29

	Is the information on your service up to date
	n/a
	n/a
	2
	31

	The Local Offer should be easy to understand and jargon free. Do you think the Torbay Local Offer website achieves this aim?
	0
	5
	1
	30

	Do you think we need to improve the way the Torbay Local Offer website looks?
	4
	1
	30
	5

	
	
	
	
	


Young People / Parents comments in black – Professionals comments in green
	
	Comments / Response
	

	1
	I found it difficult when using keywords. I wouldn't have known to have looked in the 1st drop down box under local offer then SEN etc.  It was only after clicking through this survey I was aware of that heading. Perhaps local offer could be after SEN/disabilities heading and/or come up when SEN is checked in keywords. It took a little playing about with.
	We need to need to make the Local Offer as accessible as possible and feel that it would be one further click away by putting it within the SEN section of the directory.

The keywords are more useful when you know the specific name of the service you are searching for (e.g. Phab Club), whereas the category options are more useful when you are looking for guidance about what services and support are available (e.g.

Short Breaks). We have improved the labelling on the keyword


	
	
	search boxes to differentiate between Local Offer search and whole directory search.

We recognise that there is more work to be done to improve search functions (e.g. to make sure the right keywords are linked to the right services) so please continue to advise us whenever you find an example: SENDreforms@torbay.gov.uk

	2
	Is the information on your service up to date?
	We were advised by 2 services that the information that we hold is not up to date. We have contacted both services to gain up to date information and will make the amendments as soon as it is received.

Please remember that if you have a record in the Local Offer (or anywhere within the Torbay Directory) we need you to let us know if your service changes.

	3
	We don’t have a specific webpage
	Remember, you can put whatever information you would like on your Local Offer record.

	4
	Would like there to be a link from our Service to the specialist resource provisions for hearing impaired pupils at Westlands and St. Margaret's
	We have added these links to the Hearing Impairment Service record on the Local Offer.

	5
	Sorry but can't find a direct link to childminders
	Childminders can be found by either selecting Education and then Search for Childcare in Torbay and then Childminders which brings up all childminders who have their details within the Torbay Directory. Or, by typing ‘childminder’ (or the name of a specific childminder) in the keyword search box.

	
	Work?

Remembering a young person with SEN might want to go into paid work instead of college (son was shutting off in class based sessions). Need to offer DP/Support workers? Need to promote SEN people to Employers - who will do this when Pluss finish.
	Totally agree that preparing a young person for employment is major piece of work that must be addressed by the SEND reforms. With regard to the Local Offer, the Preparing For Adulthood section of the Local Offer brings together information on organisations and groups who offer support in the following areas:-


	
	Who will guide people when they are in 'Supported Employment' - need to be reviewed annually even now son is in paid work - will this be Torbay Councils responsibility as they are funding support?

Talking to parents there are some communication issues with Project Search. I am encouraging parents to give them feedback.

Cannot leave companies to arrange 'paid' work needs to be much more personally driven - Family Led Jobs.
	Training & Employment Independent Living Community Involvement Health

If you are aware of organisations / individuals who can offer support in this area that are not included already, please email with the details to SENDreforms@torbay.gov.uk
Supported Employment query
It would depend on who and how the supporter is paid. If the budget is coming from social care as a Direct Payment then the Trust would review the Direct Payment on an annual basis or if there was any significant change. Now that the Adult Zones are co-ordinating the health and social care function for people with a learning disability, the Zone team would be responsible for the annual review. If the service is funded through Supporting People or another part of the Council then they would be responsible for reviewing the contract.

Careers South West offer support for young people up to their 19th birthday. We are currently in discussion regarding what level of support is offered for young people with an EHCP after year 11.

The SEND Operational Leads group will continue to plan to support young people who are moving into adulthood. Currently work is taking place to map the pathway between Children’s and Adults’ Services to create a guide for young people and their families. Our aim is to make this available from September.

	
	I think more local information for disabled/SEN. Parking locally (whether you have to pay) possibly a link to the
	We have now added a link to RADAR key scheme on main council site. The scheme has been set up to allow access to


	
	permit section on Torbay council website. Local town access (where possible).

Information and map on the changing places locally e.g. the library with advice that your own sling for their hoist is required or Parkfield (I also think there is a loo in hyde road somewhere that is adapted), information on the whereabouts of RADAR key toilets. This helps people plan their outings a little easier and know what to take with them causing less stress for the carer and young person
	around 9,000 locked disabled toilets in Torbay and across the county, that can be opened by a ‘RADAR Key’ and aims to reduce disabled toilets being shut due to vandalism and misuse.

We have also added a record for Disabled Parking in Torbay which gives details of how to access parking permits / blue badges in the bay.

The Disability Information Service has a record in the Local Offer (see below):

The Disability Information Service
Provides a wide range of free information and advice to people in Torbay (TQ1 - TQ5) affected by any form of disability or long- term health condition, as well as to informal carers and professionals.  Social security advice, learning and work options, charity searches, housing options, etc

	
	Make it more obvious using symbols for the text sizing, font etc I clicked on the words but they were quite small. A visually impaired person may not notice them that small at the top of the screen to know to click on them to make it accessible.
	We will feed this back to the web provider to see if any changes can be made to the accessibility options

In the meantime, if you are having trouble accessing the site for specific information please call the FIS team on 0800 328 5974 who will be happy to help.

	
	The green box that says 'local offer' could be clickable?
	We recognise this is a problem and agree it would be a benefit if it was clickable. The symbol is there to show that within the record there is a downloadable Local Offer template, however some people have taken this to be a ‘button’ which should take you to the Local Offer document. At the moment we can’t make this happen, however we will provide the feedback to the provider to see if anything can be done.

	
	Some nicer graphics views of the Bay positive messages etc
	We would definitely like to do this. At the moment it isn’t possible to directly include wallpaper / banner photos, videos etc


	
	Have more video clips/ photos and less text generally
	but this is a longer term aspiration if we are to meet the wishes expressed by users.

We can include links to videos on other sites, e.g providers own websites, or Youtube (for example). Check out the link on the main Local Offer page to young people’s videos on the SEND reforms.

	
	What do you like about the current Torbay Local Offer site
	

	
	Parents /  Young people
· Clear and user friendly.

· Love having everything in one place - though a lot of work to keep up dating

· It’s clean and easy on the eye and easy to read.

· Lots of information, when you have managed to tweak search to know what to look for.  Different colours help differentiate the headings.  Links with emails and websites and each item/group separated.

Professionals
· Clear and user friendly.
· Clearly laid out, good differentiation of sections, good colours.
· Nice and clear
· It's open to user views
· Easy to navigate, lots of information.
· Gives all the key information in one place.
· Ease of use
	Thank you – we will continue to check user satisfaction so that we know what is working and what needs improving


	
	· Easy to locate and read.
· bright and colourful, easy to navigate
· Clear sections addressing the each area of the SEND Reforms
· Looks fine, stands out but not too powering
· Not sure only looked briefly currently.
· It’s a good start
· All LO pages are on the same template
· Easy to navigate, information clearly worded
· Easy to use and understand
· Clear links  Not too 'wordy'
	

	
	What don't you like about the current Torbay Local Offer website?
	

	
	· Multiple listings of providers - for example Changing Places in the Health section, Robins and Shared Lives in the Short Breaks section appear several times in the list of providers
	We have removed the duplicated records. Please continue to advise if you spot any duplications by contacting  SENDreforms@torbay.gov.uk

	
	· No links or information on funding for Special Needs to promote and encourage extra curricular activities. Especially where an individual is starting to make steady progress in specific sports and reaching a stage where further training will enable them to compete in competitions on a more equal footing.

· a sister website from South Devon School of Gymnastics is being developed under the heading of South Devon Special Olympics
	Thanks we have made a note of your comments requesting information on Speech and language, wheelchair football and special Olympics gymnastics and swimming (specialised coaches in both fields).

We have added a link to the South Devon School of Gymnastics

– thanks.

To help us make sure that we have the right individuals / organisations, please let us know the details of specific clubs / coaches that should be included by emailing  SENDreforms@torbay.gov.uk


	
	· That it comes up as the third hit on google.  If you type 'Torbay Council Local Offer' into google the first hit is a generic Torbay council website page which I do not think is nearly as helpful as the Torbay directory website.  If being used by someone who did not know about the Torbay directory I do not think it is immediately obvious where the directory and local offers are. I knew where to look for our service one because I have looked at the directory before.
	Our ideal would be to come top on Google however unfortunately that is not straightforward.  In a nutshell, sites that contain “gov” in their URL: www.torbay.gov.uk will generally top the search terms with the exception of some major sites. This would be down to hit rate and the fact the .gov sites have a higher page rank on google

The top two records take you to the council SEND Reforms/Local Offer information page so we have put a link to the Local Offer on these pages as the next best solution.

Therefore our challenge is to raise awareness of the direct Local Offer link www.torbaydirectoy.com/family

	
	· Green...looks very medical
	Colours are obviously down to personal taste – however we have decided to stick with the colours of the wider Torbay Directory to keep with the familiar brand.

As previously mentioned our longer term aspiration is to be able to have background photos / wallpaper

	
	· Do people know about it?
	Definitely not enough. Our next priority is to publicise the Local Offer and as a first step a leaflet is being produced for circulation. At team meetings Professionals are being encouraged to talk to parents about the Local Offer and we are using further options such as the FIS twitter and Facebook feeds.

	
	· Not sure it is that easy for parents/carers to find the section on the website they might be looking for.
· Local offer: - Special..... is not an obvious place to look
	This is very individual, so to help us improve the search function we need specific examples of where people have had problems finding a service so that we can fix it.

If we have enough feedback that search functions are not working effectively then we will change them – we need this to work for people.

	
	· I was unable to open any local offers from
	The individual schools’ Local Offers are all there within the


	
	individual schools- either from the Torbay site or if I went into the school and then clicked on Local Offer.
	records and are downloadable (since summer 14).
It is possible that you are trying to click on the green ‘Local Offer’ badge which is not a hyperlink.  Please click on the individual school record to open it and you will find the downloadable Local Offer template within.

	
	· Website links
	We need website links to ensure we include all of the information that we must include according to the statutory guidance in the  SEND Code of Practice, chapter 4.  This is the approach that our peers have taken across the region.

	
	· Too much text
	All services can choose to put as little or as much information as desired in their records. Services can choose to simply put a link to their own website, however if it is a statutory service (social care, health, education) a certain amount of information must be published online as outlined by the Local Offer regulations.

To help the statutory services meet these obligations, Local Offer templates were created, which once completed, should ensure that each service has complied.  However, services could choose not to complete a template and have the option of publishing all of this information on their own websites instead.

The template approach was decided in partnership with multi- agency professionals and representatives of the Parent Participation Forum.

In the future we may be able to replace some of the text with symbols and photographs; however we are not there at the moment.

We are aiming to work with young people’s groups to guide the future content and presentation of the Local Offer so it is quite possible the format will change in the long term.


