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Foreword   
The Children and Families Act 2014 requires local authorities to publish an Annual Report on the SEND 
Local Offer. This 2019-2020 report details the achievements over the last year, feedback received and 
what the priorities are for the coming year. All previous Local Offer Annual Reports are available on the 
page entitled: “What does Co-Producing the Local Offer Mean?”.  

The Local Offer was introduced as part of the national SEND Reforms 2014 to help improve the quality 
of information about local services and support for children and young people with SEND and their 
families.   

Guidance states that the Local Offer should:  

• provide clear, comprehensive, accessible and up-to-date information about the available provision 
and how to access it;  

• make provision more responsive to local needs and aspirations by directly involving disabled 
children and those with SEN and their parents, and disabled young people and those with SEN, 
and service providers in its development and review; and  

• Local authorities must publish comments about their Local Offer received from or on behalf of 
children with SEN or disabilities and their parents and young people with SEN or disabilities.  

The guidance also states that comments must be published if they relate to: 

• The content of the Local Offer, which includes the quality of existing provision and any gaps in the 
provision;  

• The accessibility of information in the Local Offer; and  
• How the Local Offer has been developed or reviewed. 

More information on what the Local Offer should include is in The Special Educational Needs (Local 
Offer) Regulations 2014. 

Swindon’s Local Offer website can be found here:  https://localoffer.swindon.gov.uk/home/.  
 
You can give feedback about the website and the provision available to children and young people with 
SEND in Swindon Borough Council please email LocalOffer@swindon.gov.uk or by using the feedback 
link which can be found on the Local Offer website. Alternatively you can call Swindon Borough 
Council’s contact centre on 01793 445500.  

Written Statement of Action – Swindon’s Local Offer  
Swindon Borough Council’s Special Educational Needs and/or Disability (SEND) Local Offer was 
established in September 2014 with the implementation of the Children and Families Act. The SEND 
Local Area inspection was carried out in November 2018 by Ofsted and CQC concluded that “the Local 
Offer is not up to date and does not effectively signpost parents to high quality provision”.  
 
The outcomes the local area are aiming to achieve through the development work being undertaken 
are: 

• The Local Offer will be co-produced, accessible and easy to navigate and meets the SEND Reform 
requirements.  

• All commissioners, with involvement from Swindon SEND Families Voice will put in place a quality 
schedule detailing quality indicators that need to be met to ensure provision is of high quality. 

• The local offer, will be well known and used by parent, carers, young people, professionals and the 
wider community.  

• The Local Offer will be clear about the provision available for children, young people and their 
families including short breaks. 

• Feedback about the Local Offer will be used to inform commissioning decisions and decisions about 
the specific nature and type of provision that local families want.  

The following 5 impact measures were agreed by Ofsted and Care Quality Commission: 

• Annual reports published in August using a ‘you said, we did’ model. 
• Increase in user numbers, usage and dwell time on individual pages increases by 50% with a 

reduction of the bounce rate by half to 32%. 

https://localoffer.swindon.gov.uk/content/send-local-offer/landing-pages/what-is-the-local-offer-landing-and-content-pages/what-does-co-producing-the-local-offer-mean/
https://localoffer.swindon.gov.uk/home/
mailto:LocalOffer@swindon.gov.uk
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• Increased feedback mechanisms on the Local Offer using a variety of channels with the main 
channel being the Local Offer itself. 

• Evidence based on surveys provide data confirming high levels of awareness of the Local Offer.  
• Evidence based on surveys provide data confirming high levels of satisfaction with accessibility and 

content of the Local Offer. 

Further information about Swindon’s Written Statement of Action can be found by using the following 
link https://swindon.mylifeportal.co.uk/ourwrittenstatementofaction.  

Swindon’s SEND Local Offer Website  
In September 2019, the web content of Swindon’s SEND Local Offer was relaunched when it migrated 
from My Care My Support. The website was designed using feedback received by parents/carers, 
young people and professionals, with the aim of supporting local needs to ensure it isn’t just a directory 
of existing services. It is also a unique place where children, families and professionals can provide 
suggestions for improving services and identifying gaps in provision. All feedback and comments 
regarding the Local Offer drive and influence service improvement in the local area. Swindon’s Local 
Offer website consists of two parts: 
 
• Information and advice pages which includes a set of webpages with up-to-date information and 

about statutory and non-statutory support and services and how to access them, including adult 
social care, children and young people services, SEND and public health; and 

• Services Information which provides an extensive directory of support services from both the public 
and private sector.  

Figure 1: The pictures below illustrate the first pages of the Swindon’s Local Offer website 
 

  

Governance and Accountability  
The governance of the website is split in to two parts, which includes the content management and 
tactical governance. The Local Offer Web Governance Guidelines are in place and provide further 
information on procedures which guide the management of the site which can be found here: Web 
Governance Document.  

Figure 2: A pictorial representation of which organisation, department, roles and groups are responsible 
for each section of the Swindon Local Offer 

https://swindon.mylifeportal.co.uk/ourwrittenstatementofaction
https://swindon.mylifeportal.co.uk/media/34617/the-local-offer-web-governance-guidelines-first-draft.docx
https://swindon.mylifeportal.co.uk/media/34617/the-local-offer-web-governance-guidelines-first-draft.docx


5 
 

 

 

The SEND Local Offer in Swindon is held accountable by the SEND Strategic Board, which meets on 
a bi-monthly basis and includes representation from education, health, children’s and adult’s social 
care, parent/carers and young people. The Cabinet Member for Children’s Services and School 
Attainment, Director of Children’s Services (DCS) and Executive Nurse (CCG) are also members of the 
Board who provide scrutiny and challenge, holding the Board to account for performance and 
improvement. 

The Local Offer Development Officer manages the Local Offer website specifically in relation to children 
young people with special educational needs and disabilities aged between 0-25. This officer has 
responsibility for creating, updating and maintaining the information to ensure that it is of appropriate 
quality and content. The role also manages the analysis and interpretation of data and information.  

The Local Offer has a set of guidelines which have been produced to ensure consistency in presentation 
in relation writing and formatting the content of all web pages, documents and multimedia. Further 
detailed information can be found by using the following link: The Local Offer Content Style Guide.  

SEND Strategy 2020-2023 
We are very pleased that Swindon’s Borough Council’s SEND and Inclusion Strategy was published in 
February 2020. The strategy was co-produced with children, families, professionals and partners 
through consultation events and engagement sessions as well as looking at key performance indicators 
for children and young people with SEND in the local area. The strategy describes a shared vision to 
make a difference and bring about real change to the outcomes for children and young people with 
SEND.  
 
The local authority and its partners aim to deliver on the following 6 strategic priorities over the next five 
years:  
 
• Priority 1: We will ensure that every child and young person feels included and part of their      

community. 
• Priority 2: We are all working together to plan services. 
• Priority 3: We ensure that every child and young person with SEND makes good progress. 
• Priority 4: We deliver consistently timely and good quality education, health and care assessments 

and plans. 
• Priority 5: We ensure that our young people enjoy happy and fulfilling adult life. 
• Priority 6: We ensure financial stability and sustainability for SEND. 

Reviewing and Developing the Swindon Local Offer  
Local Offer Champions have now been established with the group meeting on a quarterly basis. The 
group is made up of representatives across Swindon Borough Council, Clinical Commissioning Group, 
health services, voluntary sector, Swindon SEND Families and SEND Children and Young Peoples 
Participation Group. The key role of the Local Offer Champions is to review and develop the Swindon 

https://swindon.mylifeportal.co.uk/media/34616/the-local-offer-content-and-style-guidelines-first-draft.docx
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Local Offer website helping to ensure that services and/or teams across the local area have their finger 
on the digital pulse.  
 
The aims of the Local Offer Champions are: 
 
• To strengthen the communication and relationships between the core team and content contributors 

and service users. 
• To improve digital literacy and thus raise the bar on the quality of content received, reducing time 

spent on editing. This will raise confidence in the site. 
• To make workflows more efficient by providing adequate briefing time where your service area 

content needs to be updated. 
• To become digital Local Offer evangelists to help magnify our core messages of the use and 

maintenance of the site and to support using the data from the site in shaping your service e.g. use 
of analytics to shape commissioning.  

• To contribute towards the integration of the Local Offer into project plans for service area reviews 
and development so that your area is accurately reflected on the site and work can be planned. 

• To ensure content follows best practice. 
 
Recently, the Local Offer Champions have been working on improving the ‘user experience’. This 
involved them putting themselves in the position of a ‘service user’, reviewing the content, presentation, 
accessibility and any gaps.  

An example of feedback which is being taken forward relates to ‘search terms’ i.e., a word or 
combination of words or characters entered into the search function on Swindon’s Local Offer in order 
to specify a particular thing to be searched for. Whilst the search function on the website was helpful in 
finding the subject being searched for, subtle inconsistencies were picked up e.g., searching for 
‘psychologist’ and ‘psychology’ resulted in very different results, with the former coming back with 
nothing. The Local Offer Champions have helpfully produced a list of common search terms related to 
their service area and which pages they should be linked with. This has been incorporated into the work 
plan for the last quarter of 2020 and will be further tested in the first quarter of 2021.  

Accessibility  
The SEND Code of Practice 2015 (4.62) states that arrangements must be published for how the Local 
Offer is available for those who cannot access the website. In addition to this, The Care and Support 
Statutory Guidance Issued under the Care Act 2014 (3.27) highlights how the local authority should 
ensure that products and materials (in all formats) are as accessible as possible for all potential users. 
The Act (3.29) also states that advice and information content should, where possible, be provided in 
the manner preferred by the person and will therefore often need to be available in a number of different 
formats.  

Swindon Borough Council are committed to working together across agencies to improve the 
accessibility of the Local Offer which will ensure the best outcomes for children and families with SEND. 
An Accessibility Plan has been co-produced with the Local Offer Champions which details the actions 
required to address and develop the Local Offer and can be found by accessing the link here: Local 
Offer Accessibility Plan.  

Figure 3: Accessibility plan 

 

https://swindon.mylifeportal.co.uk/media/34620/local-offer-accessibility-plan-draft-version.pdf
https://swindon.mylifeportal.co.uk/media/34620/local-offer-accessibility-plan-draft-version.pdf
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The Contact Centre Information Service and the Adult Initial Contact Centre have received training on 
the Local Offer to support accessibility for those who cannot access the website content. The training 
included supporting staff with how to access and navigate the website to ensure they can quickly and 
efficiently retrieve content for residents. Statistics are being gathered in relation to the number/reason 
for calls.  

Swindon Borough Council’s Library Service have received training on the Local Offer which means the 
website can now be accessed in public spaces. Similar training and access is also planned for the 
parish libraries in the local area.  

Feedback on Swindon’s Local Offer  
Swindon Borough Council value customer feedback and recognise that the Local Offer has the potential 
to be a powerful commissioning tool, allowing services in the local area to gather first-hand experience 
from those who access them. It is important that the content on the website reflects the needs of 
children, families and professionals in the local area.  

There has been an increased focus on improving the content, navigation and design of the Local Offer 
this year. This has been informed by feedback received through the website ‘feedback’ function, surveys 
and engagement work held with young people, families and professionals. Co-production and 
participation with parents/carers has also been further embedded in the culture. For example, Swindon 
SEND Families Voice sit on a variety of boards and panels at different levels and also directly 
communicate with commissioners. This feedback is now part of day-to-day activity.  

Some examples of the feedback that has been gathered in the last year is outlined below:  

Feedback from young people, families and professionals came from the SEND & Inclusion Strategy 
Consultation (September to December 2019) and meetings before final publication which was approved 
by Swindon’s SEND Strategic Board in February 2020. The strategy consultation provided a wealth of 
feedback on the wider Local Offer of provision. Concerns were raised regarding access to specialist 
support, gaps in commissioned services and joined-up work across education, health and social care.  
Examples of some of the activities which are identified in the strategy include: 

• Use local area data to inform local area commissioning decisions so that we are planning services 
as best as we can. 

• Ensure that performance reporting is robust to allow effective and timely monitoring and tackling 
weaknesses in education, health and care outcomes. 

• Develop health hubs alongside primary care to minimise waiting times and maximise resources 
through a multi-disciplinary approach. 

• Ensure Families have access to high quality early years’ provision for example by schools 
accessing early outcomes funding.  

• Use creative ideas for integrated working to support ‘tell us once’ principle; this is to support 
effective and efficient working, improve confidence and trust for families and young people, and to 
ensure the best use of available resources. 

• Use creative ideas for integrated working to support ‘tell us once’ principle; this is to support 
effective and efficient working, improve confidence and trust for families and young people, and to 
ensure the best use of available resources. 

• Strengthen the transitions offer so that young people do not feel that they are losing support once 
transferring into adult services, focussing on GP oversight on young people with SEND 

• Implement all recommendations of the High Needs review, including developing a new 
methodology for the High Need resource allocation system and the commissioning arrangements 
for support services. 

The Annual SEND Survey 2019 which ran from September to December 2019 explored children, 
families and professionals views and experiences of services for children with SEND. The feedback 
from the 277 participants showed that 19 % stated that they use the Local Offer to receive information 
about SEND, 47 % felt that were highly likely or likely access the Local Offer to find out about services 
for SEND and only 1 respondents stated that they didn’t know what the Local Offer was. To read the 
full survey report please click on the following link: The Annual SEND Survey 2019.  

In November 2019 & October 2020, two focus groups with eight young people aged 15-19 was 
completed with The Young Persons Thought Tank Group. The aim of the focus groups was to explore 

https://swindon.mylifeportal.co.uk/media/34401/annual-send-survey-summary-report-2019.docx
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young people’s views on how easy it is to navigate the website and to explore their preferred method 
of finding out information on social media.  

Concerns with the accessibility of language were raised, for example, a young person said, “I didn’t 
understand all the categories [wording]” and “I can find information if I know what I’m looking for, but it’s 
often described or called something different to what I’m think of”. The young people also shared some 
positive comments and what they found helpful, for example, “it was really easy to find – even though 
it wasn’t the first result that came up”, “saw other areas [Local Offer] pages, and Swindon one seems 
much better”, “very colourful, and set out well”, “like the pictures” and “accessibility options are good – 
changing colours”. This feedback informed The Local Offer Content Style Guide (produced in early 
2020) which makes clear recommendations that language needs to be “written in a clear and easy to 
understand way (avoid jargon!), and should use the active rather than the passive voice. Sentences 
should be a short as possible for the sake of readability’.  

In February 2020, feedback was gathered with 15 members of the Swindon Carers Centre, who are a 
team of professionals and trained volunteers who provide support to unpaid carers. The information 
gathered highlighted how they liked the new Local Offer website in comparison to the previous My Care 
My Support website. They noted how they felt many children, families and professionals are still not 
aware of the Local Offer website. Similar feedback was also received from SENCOs at the Traded 
Services Fair on Thursday 6th February at The Steam Museum in Swindon. Taken together, this 
feedback has been helpful in planning activity to raise the profile of the Local Offer site.  

Attendance at the Trailblazer Launch at the STEAM Museum in March 2020 was used to promote the 
website and to gain feedback on usage (e.g., visitors to the event where asked if they used the site, 
what pages they visited it they did and/or if they directed service users).  

The Healthwatch Swindon Impact Report (published in July 2020) completed by GP practices in the 
area as they started to return to a ‘new normal’ and Covid-19 lock down was eased identified that not 
enough parents knew about the Local Offer or about the resources and support available for children 
and young people who have SEND in the local area.  

We have therefore setup an Independent Advice and Support Services monthly meeting with 
Healthwatch, Swindon SEND Families Voice, STEP, SENDIASS and the Local Offer to collectively 
share developments, common themes and agree promotion.  

Swindon SEND Families Voice recently shared feedback from a survey which focused on exploring 
what impact COVID-19 has had on families and their perceptions of Local Offer provision during this 
time. The survey highlighted how the Local Offer website and the SEND News Splash were helpful for 
families, keeping them updated about SEND services during the COVID-19 outbreak. However, some 
feedback highlighted how it wasn’t always easy to find the regular updates on the site which was 
followed up.   

The Local Offer Big Day 2020 Survey ran from 1st – 31st July 2020 with a key aim of finding out what 
young people, families and professionals would like the annual event to cover as well as leave feedback 
on the Local Offer itself. It was identified that some sections on the website are difficult to navigate and 
some links where not working which impacted on the user experience.  

Improvements to Swindon’s Local Offer  
During the year a range of updates and improvements were made including:  

• Following feedback via the website that it was not easy to find information about Education Health 
and Care Plan’s (EHCPs), a new drop down was added on the ‘Education’ page linking to the ECHP 
page.  

• The ELSA and Cygnet evaluation was published on the Swindon Educational Psychology Service 
page.  

• A new set of pages were created for information and advice on Autism Spectrum Conditions and 
ADHD. These pages where co-produced by SSSF and the CCG following feedback that there was 
not enough information available to support children, families and professionals while waiting on 
the diagnostic pathway.  

• A ‘Pathways into Employment’ page was published to help provide information and advice to young 
people to transition from education into paid employment. 



9 
 

• The ‘Heath’ section was updated and divided into multiple sections e.g., Learning Disability Annual 
Health Check and a page on the Designated Medical/Clinical Officer role.  

• The Health Visitor page now has a menu page which also includes images for each section due to 
feedback received from health visitors. An introduction page which guides readers to the content 
was also created as well as information for fathers and resources for expectant and/or mothers with 
a new born baby.   

• A new page was created following the SEND Service re-structure so young people, families and 
professionals could have key information about the newly designed service e.g., the names, roles 
and contact details of all staff. From November 2020, ‘All About Me’ profiles for each member of 
staff in the service will also be included on the website.  

• The SEND Portal (including a frequently asked question document) was added which is being used 
by families and professionals to make a request for a statutory assessment.   

• The SEND Strategy was uploaded to the Local Offer in February 2020.  
• An easy read guide for young people was uploaded on the website to help young people with giving 

their view during the annual review process.   
• Information about temporary changes to the SEND legislation was uploaded during the pandemic.  
• The SEND News Splash have all been uploaded on to the website on the SEND News and Events 

page.  
• The SEND Survey was uploaded to the Annual SEND Survey page and the You Said, We did/We 

will pages. 
• Information about the new Core Standards will be uploaded in November 2020 to the Education 

menu pages.  

Promoting the Local Offer  
Increasing the awareness and raising the profile of the Local Offer with young people, families and 
professionals continues to be an on-going priority. Having access to a comprehensive and up-to-date 
resource that tells parents and carers about local facilities will enable them to make informed decisions. 

A weekly newsletter called the SEND News Splash has been running for the past year which is emailed 
to all professionals from across education, health and social care. It is also available to young people 
and families by subscription and/or through accessing the downloadable version on the website. The 
newsletter provides regular communication about what services are available to families both within 
and outside the local area as well as sharing key updates.  The newsletter has been positively received 
by families and professionals, for example, it has been reported that they are easy to read, colourful, 
attractive and informative.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 



10 
 

Figure 4: SEND News Splash, July 24th 2020 
 

 

A corporate Local Offer email signature has been created and is being used by professionals across 
education, health, social care and partners to raise awareness and promote the Local Offer.  

Figure 5: Local Offer email signature 

 

Local Offer Website Statistics  
Since the website migrated from My Care My Support in September 2019 the performance has been 
monitored by looking at how visitors interact and use the website through google analytics.  
 
Figure 6: Local Offer and My Care My Support comparison data 
 

 
 
The analytics presented in Figure 8 highlight that the Local Offer website saw a 30% reduction in ‘page 
views’ this year in comparison to My Care My Support - this should be considered in the context of 
COVID-19 which is detailed below. Encouragingly, the data on ‘average time spent on the site’ has 
increased overall with users on spending 1 minute and 49 seconds more time on the Local Offer website 
in comparison to My Care My Support. The bounce rate has also reduced, which is a measure of the 
percentage of session which begin and end on the same page without the user visiting further pages. 

Website Page views Sessions Time spent on the website Bounce rate
My Care My Support 190,123 58,608 00:02:46:00 61.07%

Local Offer 143,240 30,211 00:04:24:00 48%
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Taken together, this demonstrates that users are spending increasingly more time interacting with the 
content of the website and they are also finding what they are looking for. 

When the usage of the website is broken down into months it is clear that the number of visitors reduced 
when the pandemic hit and the UK was forced into a lock down from May 2020. The graph below shows 
the numbers of visitors over the year, which highlights this decrease in May higher numbers during the 
months. It is important to note, that the Local Offer has also only had a ‘soft launch’ this year due to 
other aspects of the site not being fully up to date. A hard launch is expected towards the end of 2020 
alongside a marketing and promotion campaign.  

Figure 7: Page Views across the Local Offer per month 

 

The most viewed menu pages for the Local Offer, other than the main menu page and search page 
were SEND Local Offer (6,403), Health Visitors Page (5,029), Adult Social Care (4,606), Living at Home 
(1,851) and Education (1639).  

Figure 8: Most visited menu pages on the Local Offer  

 
The top five most viewed pages were: The Swindon Core Standards (1,788 page views), General 
Enquires (1,438), Education, Health and Care Plans (1,025), Early Help (952) and Suspected Abuse or 
Neglect of an Adult at Risk or Vulnerable Adult (789).  

The Local Offer and COVID-19  
At the start of the pandemic there was a sharp increase in enquires in relation to accessing services 
and queries around changes in SEND legislation. Dedicated COVID-19 pages were developed on the 
Swindon Local Offer to ensure that children, families and professionals were kept up- to-date with what 
was happening locally and nationally. There was a dedicated link from the menu page and it included:  
 
• Information and updates on changes in SEND legislation and how government ‘guidance’ was 

specifically being applied in Swindon.  
• A frequently asked question and answers section which were co-produced with SSFV and updated 

on the website on a daily basis.  
• A ‘Family Support Pack’ produced by Swindon Educational Psychology Service (EPS) was 

produced to provide useful advice to parents and carers.  

0 1000 2000 3000 4000 5000 6000
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• Guidance to schools (as well as training to all senior leaders in the local area) on ‘Promoting Positive 
Transition during and after a Pandemic’ produced by Swindon EPS for school staff.  

 
Using the Local Offer to keep families and professionals up to date regarding issues, advice, guidance 
and resources during the pandemic was positively received as demonstrated through the COVID survey 
undertaken by Swindon SEND Families Voice. The September 2020 analytics also demonstrated that 
the pages are still being viewed for the ‘Coronavirus updates for SEND Local Offer’ e.g., the number of 
users accessing this area of the site has gone up 50 % in September compared with August 2020. The 
September page views of the “SEND Updates–FAQ” and ‘useful home schooling resources’ pages also 
went up 113% compared with the August page views.  

In response to the recognised gap in provision, a programme of summer activities for children, young 
people and families was published on the Local Offer website and in print format. The programme of 
activities included a range of outdoor, indoor and online resources and childcare provider across the 
age range. The Local Offer analytics in July 2020 highlighted that the summer activities programme 
was the highest viewed page following publication on July 13th 2020. The page received 624 page 
visitors with a 48% bounce rate.  

Figure 9: Print version of the summer activities programme  

 

The Local Offer Online Roadshow 
In conjunction with a range of partners (e.g., the Clinical Commissioning Group, Swindon SEND 
Families Voice) a number of events had been planned and subsequently put on hold due to the impact 
of the pandemic. This included the second SEND Moving Forward Together, the Transitions Roadshow 
the second Local Offer Big Day. Due to COVID-19 and the challenges around holding large gatherings, 
a series of virtual focus groups, workshops, presentations and webinars from the 05th October to 17th 
October 2020 was held. This programme also coincided with the planned SENCO Network event and 
Head Teacher Breakfast Briefing. The link to the full programme can be found here: Local Offer Online 
Roadshow Programme 2020.  

The event was promoted heavily across social media channels (e.g., Facebook, Twitter, Inclusion and 
Achievement Newsletter, SEND News Splash) and in total 588 people signed up to attend. The top ten 
most popular sessions included:  ‘The Neurodevelopmental Conditions Pathway’, ‘SENCO Network’, 
‘Children’s Mental Health Single Point of Access’, ‘Launch of the Core Standards’, ‘The role of the Adult 
Social Care Transition Service’, ‘Supporting Co-production and Participation with Children’, ‘Young 
People and Families’, ‘The Role of the Early Help Hub’, ‘Short breaks and Aiming High’, ‘Helping you 
to Help your Child Manage Anxieties/Worries’ and ‘Post 16 Education and Training on the Local Offer’. 

Feedback was gathered from those who attended which included young people, families and 
professionals. An example of some of the feedback received included:   

“Really clear about services available and how to refer for all parties” 

“I felt that the service that you starting to run will be brilliant for the young people in Swindon, 
and should help increase independence in all kinds of ways, which is really positive (Travel)” 

https://swindon.mylifeportal.co.uk/media/34579/copy-of-local-offer-online-roadshow-programme-2020-3.pdf
https://swindon.mylifeportal.co.uk/media/34579/copy-of-local-offer-online-roadshow-programme-2020-3.pdf
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“Thanks for a very informative session” 

“(I) am really pleased that there is a website I can signpost people and families to” (The Local 
Offer) 

“Take hat off to you obviously have the families at the centre of what you do” (Koalas and 
Special Tots) 

“Maybe next time spend time at the start relaying information, then use the chat function to 
answer any questions that come along”.  

“Maybe if using Teams in the future start with some ground rules such as using comments 
section and hand signal button when wanting to ask a question or comment.  That way you can 

go specifically to the people who want to talk and it also stops people from talking over each 
other”. 

“Many of us who attended have experience of Travel Training your presentation assumed we 
didn’t.  Rather than get us to spot hazards etc. it may have been better to open discussion by 

asking what our experiences are of travel training”.  

“Feedback isn't anonymous”.  

“Can there be little more focus on under 5s as well please (wellbeing for education return)”.  

“Really useful session thank you. How are you ensuring that the young person's views are truly 
being heard rather than the views of the parent of education setting?” 

Future developments for the Local Offer  
Over the next year we have a range of development activities that include:  

• Encourage more users to give feedback and ensure it informs future planning and share this on the 
‘You said, we did’ page on the website.  

• Continued development of search function so any gaps in information and provision can be 
identified and addressed.   

• Improve marketing and promotion through social media (e.g., the launch of a Facebook Group) to 
increase the awareness of the Local Offer.  

• Establish clear good links with all services so they send ‘you said we did’ information in regularly to 
the Local Offer Development Officer.  

• Use the Local Offer You Tube channel to share videos with residents to support accessibility and 
promotion.  

• A page specific feedback function to increase the level of feedback received rather than having a 
generic feedback function.  

• Easy read guides to be produced on the Local Offer to support with accessibility and access for all 
residents.  

• Development of the Health pages to help users to navigate the vast and varied amount of 
information that is held within this section of the Local Offer.   

• Work with developers to add a ‘last updated’ date stamp at the bottom of each page so users can 
see how up to date the information is on each page. 

Local Offer Content and Provision 
Throughout the year we have continued to work with young people, families, professionals and partners 
and the voluntary sector to review the Local Offer. The table below provides a summary of the feedback 
received regarding our SEND Local Offer website and provision within the local area (since the 
published SEND Survey in July 2020). The comments have been summarised and grouped into themes 
where possible to provide an overview of the feedback received.  
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You Said We Did/We Will 
I find it hard to read the text 
on the Local Offer 

The Accessibility Plan can be found by accessing the link here: Local 
Offer Accessibility Plan. This document details the changes we have 
made to ensure the website is more accessible. For example, this 
includes changing the font size to make it larger and smaller as well 
as allowing adaptations to be made to the colour of the text and 
background.  

Due to the COVID-19 
pandemic how do I get 
information from education, 
health, social care and 
other services that I or my 
family use and how can I 
stay active indoors or 
outdoors as an individual or 
family. 

Swindon Borough Council worked with Swindon SEND Families Voice 
and the Clinical Commissioning Group developed a set of frequently 
asked questions. These FAQ’S were updated on a daily basis from 
March to June 2020 as more information became available and/or 
changed.  
 
A resource page full of activities, videos, easy-reads and links that 
families can use to occupy, entertain and educate children and young 
people during the time where educational institutions, activity groups 
and public leisure facilities are closed or on a reduced service. 
 
During March and July 2020 these pages featured very highly in the 
most viewed pages list on the Local Offer, which shows the high levels 
of interest and usage that these two pages received during this time. 
 
Moving forward these resources will be moved into the main body of 
the Local Offer and where the services are still available will be added 
to the vast range of services and information already on the Local 
Offer.  
 
The Public Health pages on the Local Offer were also updated 
regularly throughout COVID-19. An example of some of the updates 
that was shared on the Local Offer included:  
 
• Information and guidance to support residents’ mental health and 

wellbeing as well as service updates.  
• Communication shared around the impact of smoking and advice 

on how to quit, which included #QuitforCovid campaign.  
• Information and guidance specifically around domestic violence 

and/or abuse.  
• General advice shared around the symptoms of COVID-19, when 

to self-isolate, how to access food and supplies and NHS Test and 
Trace.   

Due to the COVID-19 
pandemic many summer 
2020 opportunities are not 
available in their usual 
format. How can I still 
access these services? 

Swindon Borough Council recognised that some parents and carers 
had been home educating their children during lockdown and that as 
businesses reopened parents would be looking for opportunities for 
their children and young people to safely socialise. 
 
There was a change to the provider for short breaks and respite which 
meant that the local area needed to look at alternative methods of 
ensuring those children and young people assessed as eligible were 
provided with opportunities to access services during the summer 
holidays. 
 
A Summer Activities Programme was co-produced with Swindon 
SEND Families Voice.  

Young people at a forum 
struggled to find information 
when they used ‘cooking’ in 
the search, but were able to 
find information when they 
used ‘catering’.  

Common terms for the search function have been improved based on 
feedback provided.  
 
 

https://swindon.mylifeportal.co.uk/media/34620/local-offer-accessibility-plan-draft-version.pdf
https://swindon.mylifeportal.co.uk/media/34620/local-offer-accessibility-plan-draft-version.pdf
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I find it difficult reaching the 
SENAT team via phone, 
their phone line, which is 
not open for long enough. 

We have extended the phone service to be operational during full office 
hours (Monday - Thursday 8am-5pm and Friday 8am-4.0pm) with one 
telephone number for the  team: 01793 464641. 

I’m not getting a call back 
when requested and my 
emails are not being 
responded to. 

The SEND Service was reviewed, which specifically looked at the key 
roles, responsibilities and capacity to respond to enquiries and deliver 
their statutory duties. The service was subsequently restructured with 
a new service implemented in March 2020 which resulted in a Delivery 
Team offering a ‘front door’ into the SEND Service. A key function of 
this team includes logging all contact into the team and the 
performance in responding within 72 hours.  
 
Since March 2020, 918 phone calls and 2390 emails have been 
responded to. Of that total, 946 enquires were responded to in time 
and 2186 were responded to ahead of time. As a result we have 
received the following feedback confirming that positive experiences 
are now being reported from contact with the service: 
 

“Thank you for helping to improve this, and well done to SENAT.” 
 

“Well done to the SENAT team, it isn’t always easy to get things 
done.”  

 
“Well done and thank you.”  

 
“Good experience here too. I called last Friday as was expecting to 

have previously received an EHCP outcome but hadn’t heard. I 
called last Friday and got a call back about 30 mins later. On the 

initial call, the person did stress to me their service level agreements 
and when I should chase if I hadn’t heard anything. 

So overall, very positive, although it felt a little like how I imagine 
many of the npower staff I used to work with felt when they called our 
HR support centre. Quite clinical and call centre like. I’m sure that it 

needs to be like that in our current times” 
 

“I had a same day response to my question from calling one of the 
mobile numbers. The person told me to call back if I didn’t have an 

answer within 72 hours. So a good experience here 😊😊”  
You said it is frustrating 
when you don't know the 
name of your caseworker 
within the SEND Service 
team.  

We have published the names and case allocation of all EHCP 
Coordinators on the ‘meet the SEND Service’ page. This can be found 
by following the link here: Meet the SEND Service. 

Families that home educate 
their children told us they 
don't feel included. 

Swindon Borough Council recognise that it is important that these 
families are more represented and feel listened to. Policies have been 
strengthened in relation to personal budgets for EHC Plans and 
published Core Standards which sets out our expectations of 
education and support from universal to specialist levels.  
 
There is a commitment to working with the SEND Parent Carer Forum, 
Swindon SEND Families Voice and the EHE community to ensure they 
feel represented on the site.  
 
David Haley, Director of Children's Services has written an open letter 
to the EHE community. This letter can be found by following the link 
here:  Open Letter to the EHE Community.  

The SEND Transport Policy 
consultation is not 
accessible to parents and 
carers as it is included 

Parents and carers through the consultation of the Transport Policy for 
2021/22 raised concerns that medical needs should be met whilst 
children and young people are travelling to and from school on 
dedicated transport. Swindon Borough Council worked with Swindon 

https://localoffer.swindon.gov.uk/content/send-local-offer/landing-pages/what-is-the-local-offer-landing-and-content-pages/meet-the-send-service/
https://localoffer.swindon.gov.uk/media/34305/dh-020220.pdf
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within a schools admissions 
policy and has resulted in 
only a few responses.  

SEND families Voice and the Clinical Commissioning Group to revise 
the policy based on consultation feedback. This has resulted in a 
separate policy for SEND from 2021 onwards.  
 
Key changes have been made in relation to medical needs being met 
when an individual risk assessment indicates that clinical training is 
required whilst travelling. A Code of Conduct and FAQ’s are included 
as appendices to the policy and are co-produced with parents and 
carers.  

There is a lack of clarity 
around access to the NDC 
Pathway for those children 
and young people who are 
home educated.  

The local Clinical Commissioning Group Children’s Programme 
Manager reviewed the existing referral documentation and criteria with 
the Designated Medical Officer and Community Paediatrics Consultant 
Lead and recognised that the existing criteria request for supporting 
documentation could be more robust for referring professionals. There 
are 3 elements of criteria under the Supporting Documentation section 
that needs to be met for the referral form to be triaged appropriately as 
part of the revised pathway. 
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