WHAT YOU THOUGHT OF US:
CUSTOMER CONTACT WITH THE LOCAL INCLUSION OFFICER SERVICE IN 2008
The Local Inclusion Officer Service has frequent contact with school staff, parents and carers, and partners in other services.

The Service receives feedback through customer surveys and individual comments. 

The Service carries out annual surveys of schools, services and parents/carers. 

In a recent survey of school staff, responses were overwhelmingly positive. Comments included:

‘LIO is friendly, approachable and supportive’

’LIO is flexible and knowledgeable’

‘Useful guidance and support to new SENCO’

’LIO newsletter very informative’

‘A supportive yet challenging service responsive to need and very professional.’

Improvements suggested by school staff have been implemented including:

· Information about the service and SEN for parents

· INSET for senior leaders on their role in SEN provision

· Working with students at risk of permanent exclusion

· Staff development

· Advising senior management on the best use of SEN budget

· Training re new criteria for statutory assessment

· Attend SENST meetings

Our 2008 survey of services also resulted in positive responses. Comments included:
‘We have always and continue to work closely and effectively with our LIO colleagues’

‘Excellent at all levels’

‘Can I take this opportunity to thank the service for the support and advice I have received over the last year.’

Suggestions by other services for improved joint working have been implemented including:

· Agreement on a set time to be held free for possible joint work (Wednesday afternoons are now protected by all services for multi-agency work)

· The need for clearer guidance on approaching schools to take permanently excluded statemented pupils (Responsibilities of Multi-Agency Support Team and SEN have been clarified.)

Our recent survey of parents and carers resulted in mainly positive responses including:

“Constructive input to review”

“Understood my daughter’s problems….several alternatives for me to choose from”

“Clear explanation of way forward”

However some parents expressed dissatisfaction with the service. 

“I felt everything we had in the statement [the LIO] was trying to take off us”

“[LIOs] are there to give the least support and save the most money for the authority”

These responses reflected parents’ experience of the Local Inclusion Officer role in representing Local Authority decisions. 

We are working with Parent Partnership to improve our consultation processes with parents/carers.
We sometimes receive individual compliments, which are particularly gratifying at the resolution of challenging case work.

Four complaints have been dealt with by the Head of Service during 2006-9. Two of these were related to issues around a child’s provision. One was a school complaint, and one a complaint by another service. All these were resolved to the customer’s satisfaction.
We are always looking for ways of improving the service we deliver in line with customer comments, and have developed a leaflet, ‘Tell us what you think’, which will be disseminated by LIOs.
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