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The 2008 C2k Evaluation Study aimed to conduct customer satisfaction
research amongst the primary school sector across the province.

The specific objectives of the survey were to:

- identify areas of user satisfaction and dissatisfaction with both the
managed and complimentary services;

- establish the reasons why users are satisfied and/or dissatisfied;

- identify aspects of the service that require improvement;

- establish a general benchmark of current performance;

- seek the views of primary schools on the future for centrally funded
managed ICT services.

Objectives

Introduction
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• The survey was administered using primarily an e-survey methodology, with
the option of completing via hard copy, if required. The survey was e-mailed
to all primary schools across the province (867). The fieldwork took place
during the month of June of the 2008 academic year.

• A series of e-mail reminders were issued to non-respondents periodically
throughout the fieldwork period. A final reminder letter was issued towards
the end of the fieldwork period which contained a hard copy of the
questionnaire and a pre-paid envelope to encourage participation.

• A total of 257 primary schools completed the questionnaire, representing a
response of 30%.

• 38% of respondents completed the survey online.

Methodology

Introduction



Page 6PricewaterhouseCoopers LLP

Methodology – achieved sample

The 257 complete interviews were proportioned as follows:

Introduction

%12Belfast Education & Library Board

100

22

26

16

25

%Southern Education & Library Board

%Total

%Western Education & Library Board

%South Eastern Education & Library Board

%North Eastern Education & Library Board
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ICT provision and investment plans for 2008/09

30Total No. of C2k computers

ICT Provision in Schools

10No. of C2k computers in clusters or ICT suites

21No. of C2k computers in classrooms

Average

Base: All respondents answering the question (257)

ICT Provision
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Has your school received the managed service laptops?

ICT Provision

Base: All respondents answering the question (257)

2%

12%

86%

Yes No Don't Know
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-16

54

56

56

53

20-8

-7

-9-1

-1

-1

11

12

19

-40 -20 0 20 40 60 80 100
%

How would you rate the following aspects of the operation of the
C2k system from a users perspective?

Quite PoorVery Poor Quite Good Very Good

Neither
%

GOODPOOR

No
Opinion

%

33

23

19

18

0

0

1

2

20

21

17

16

Need for
Improvement

%

The time it takes for the
computer to start up

The time it takes for the
desktop screen to appear
following entry of username
and password

The reliability of computers (in
terms of equipment failure or
malfunction)

The reliability of printers (in terms of
equipment failure or malfunction)

Base: All respondents (257)

C2k Local Area Network
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-3

46

51

52

61

20-4

-4

-1

-2

-1

-2

24

21

15

-40 -20 0 20 40 60 80 100
%

How would you rate the following aspects of the operation of the
C2k system from a users perspective? (cont.)

Quite PoorVery Poor Quite Good Very Good

GOODPOOR

The appropriateness of user
types and what they are
allowed to do

Base: All respondents (257)

C2k Local Area Network

The benefits of Learning
Resources for teaching and
learning

The ease of management and speed of
access when working with folders and
files

Neither
%

No
Opinion

%

11

13

1

9

8

11

16

21

Need for
Improvement

%

The ease of management and speed of
access when working Learning
Resources

12

721 14
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C2k Local Area Network

59

37

54

15

-6

-14

-2

-2

-7 14

16

-40 -20 0 20 40 60 80 100
%

How would you rate the following aspects of the operation of the
C2k system from a users perspective? (cont.)

The desktop environment and features in
terms of supporting teaching and
learning

The ability to customise your
desktop environment

The facilities provided for
managing network printing

GOODPOOR
Neither

%

No
Opinion

%

14

25

4

6

2

20

22

21

Need for
Improvement

%

7

Base: All respondents (257)

Quite PoorVery Poor Quite Good Very good
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How do you rate the ease of managing the desktop facilities in
terms of the following…?

C2k Local Area Network

Base: All respondents (257)

-3

-1

47

46

51

51

56

-5

-8

-1

-1

-3

34

21

20

28

35

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

No
Opinion

%

9

9

12

18

6

2

1

1

2

2

7

16

21

21

16

Need for
Improvement

%
Neither

%

The facilities available to an
authorised user

The permissions which can be
delegated by the authorised
user

The procedures for setting up and
modifying user groups

The procedures for allocation of
applications to users and desktops

The procedures for performing a
daily backup and processes for
reporting backup failure

GOODPOOR

Quite PoorVery Poor Quite Good Very good
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How would you rate the level of support provided for your C2k
system by Northgate in terms of the following…?

-5

-2

-7

-4

-2

-2

45

44

45

46

36

39

49

35

31

35

-4

-7

-5-1

-1

-1

-2

-2

30

36

37

50

-20 0 20 40 60 80 100
%

Quite PoorVery Poor Quite Good Very Good

Neither
%

GOODPOOR

No
Opinion

%

10

7

9

9

9

0

0

2

1

3

9

10

10

17

12

Need for
Improvement

%

Promptness in dealing with any
problems directed to Northgate

Northgate’s arranging of support visits
to the school

Resolving problems involving
equipment malfunction

Resolving problems with the management of
the system

Resolving problems with the availability or
operation of the software provided with the
system

Base: All respondents (257)

The general performance/attitude of the
Northgate support staff

Responding to general requests for
information/advice

12219

5213

Managed Service Implementation and Training
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-3

-5

-3

-3

17

23

18

20

21

21

25

4

7

10

-2

-1

-1-1

-2

-2

-2

5

7

7

5

-20 -10 0 10 20 30 40
%

How do you rate the Northgate Managed Service Catalogue in
terms of the following…?

Quite PoorVery Poor Quite Good Very Good

GOODPOOR

No
Opinion

%

7

12

5

7

38

41

45

45

51

Need for
Improvement

%

Clarity of information about products,
services and prices

Information about the payment options
available

Advice given about purchasing from
the catalogue

Efficiency of the catalogue sales service

Range and suitability of products offered

Base: All respondents (257)

Value offered by the managed service
aspect of the products

Responsiveness of the service in extending
the range of catalogue products

643

348

Neither
%

25

26

25

23

26

26

25

Managed Service Implementation and Training

4
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How do you rate each of the following aspects of the Wide Area
Network (WAN) email service?

-3

46

27

40

42

37

-15

-3

-2

-1

-6

19

21

42

-40 -20 0 20 40 60 80 100
%

Quite PoorVery Poor Quite Good Very Good

Neither
%

GOODPOOR

No
Opinion

%

6

28

4

4

5

3

9

13

12

Need for
Improvement

%

The email service, i.e. Outlook in
terms of ease of use

The responsiveness of HP in dealing
with issues and requests regarding
application of the C2k email filtering
policy

Base: All respondents (257)

The operation of the filtering policy
required by C2k for emails, e.g.
mailerdaemon messages, etc.

The reliability of the email service in
terms of availability of the service

73319

Wide Area Network
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How do you rate each of the following aspects of the C2k WAN
internet service?

-7

-7

44

30

46

51

49

26

-4

-2

-1-3

-3 32

39

29

32

-20 0 20 40 60 80 100
%

Quite PoorVery Poor Quite Good Very Good

Neither
%GOODPOOR

No
Opinion

%

15

9

10

1

1

7

10

11

20

Need for
Improvement

%

Speed of access to the internet

The reliability of the internet service in
terms of retaining connection, once
made

Base: All respondents (257)

Speed and performance within the
internet

The appropriateness of the filtering
policy for educational internet use

5726
The responsiveness and effectiveness
of Help Desk staff in dealing with
requests to block or unblock sites

10 52

Wide Area Network
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52%
36%

12%

Yes No Don't know

Base: All respondents (257)

Have any members of your staff started to use LearningNI which
is provided as part of the Wide Area Service?

LearningNI
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How do you rate each of the following aspects of LearningNI?

-2

38

33

44

39

41

27

-1

-1

-5

-1-1

-1 9

27

33

31

-20 -10 0 10 20 30 40 50 60 70 80
%

Quite PoorVery Poor Quite Good Very Good

Neither
%

GOODPOOR

No
Opinion

%

11

8

13

11

12

11

15

17

21

Need for
Improvement

%

Library

Net Work, which includes Encarta,
Audio Network and Pathe News

Base: All respondents (165)

News (learnnewsdesk)

The complete LearningNI
environment in terms of its
potential for online, collaborative
learning

121735My Courses area

71115

LearningNI
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How do you rate each of the following security aspects of the C2k
WAN service?

-1

47

51

48

60

15

-10

-8

-12-5

-2

-2 17

15

33

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

Quite PoorVery Poor Quite Good Very Good

Neither
%

GOODPOOR
No

Opinion
%

12

23

2

1

23

20

Need for
Improvement

%

Base: All respondents (257)

The general level of security
offered, excluding email and
Internet filtering

The application of the password
policy e.g. 5 attempts before
lockout, forced change every 120
days

C2k Security

The process of updating student
usernames at the beginning of
the school year

The process of adding new
users or making changes to
existing users’ details during the
school year

21

2 14

5 2 3
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How do you rate the appropriateness of the policies and
procedures which have been defined for the following aspects of
the C2k service?

-1

48

45

42

41

44

36

-1

-2

-2

-1

-1

-1 37

36

39

45

-20 0 20 40 60 80 100
%

Quite PoorVery Poor Quite Good Very Good

Neither
%

GOODPOOR

No
Opinion

%

1

4

5

3

4

3

7

16

11

Need for
Improvement

%

Anti-virus protection

Warnings when back-up fails to
complete

Base: All respondents (257)

Security patch updates

Filtering of Internet access

4312

Unique usernames and passwords
which give access to services
inside and outside the school

2514

C2k Security
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How do you rate the appropriateness of the policies and
procedures which have been defined for the following aspects of
the C2k service? (cont.)

-1

43

36

44

41

23

-4

-8

-2-1

-1

-2

-3 22

26

25

-20 -10 0 10 20 30 40 50 60 70 80
%

Quite PoorVery Poor Quite Good Very Good

Neither
%

GOODPOOR

No
Opinion

%

7

9

9

7

3

7

25

21

25

Need for
Improvement

%

Facility for school to select
Internet filtering levels for
different users

Facility for school to
release/discard filtered email (i.e.
Mail Manager)

Base: All respondents (257)

Filtered email services

Facility to monitor the service for
inappropriate use

18427

C2k Security
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How do you rate the following aspects of support offered by the
C2k frontline Help Desk?

-3

42

46

47

47

37

-2

-1

-2

-2

45

39

32

-20 0 20 40 60 80 100
%

Quite PoorVery Poor Quite Good Very Good

Neither
%

GOODPOOR

No
Opinion

%

5

3

8

4

1

8

12

11

11

Need for
Improvement

%

The effectiveness of the
automatic options for routing
your call

The effectiveness of Help Desk staff
in identifying calls that need to be
passed on to either C2k or to
Northgate

Base: All respondents (257)

The time taken to connect to a
member of Help Desk staff

416

The expertise of Help Desk staff in
dealing with calls relating to WAN
services i.e. LearningNI, email or
Internet

C2k Helpdesk
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-3

42

51

29

41

47

-2

-4

-2

-3

-1

34

60

29

-20 0 20 40 60 80 100
%

How do you rate the following aspects of support offered by the
C2k frontline Help Desk (cont.)

Quite PoorVery Poor Quite Good Very Good

Neither
%

GOODPOOR

No
Opinion

%

8

7

4

9

1

2

16

7

8

Need for
Improvement

%

The degree to which you are
kept informed by Help Desk staff
of progress with calls relating to
WAN services i.e. LearningNI,
email and Internet

The overall time taken, on average,
to resolve the issues you have
reported

Base: All respondents (257)

The general attitude of Help
Desk staff in dealing with your
call

Your overall level of satisfaction
with the Help Desk service

928

C2k Helpdesk
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How do you rate the curriculum software provided with your C2k
system in terms of the following?

-6

-2

56

56

48

53

56

-7

-3

-5-1 22

23

23

24

32

-20 0 20 40 60 80 100
%

Quite PoorVery Poor Quite Good Very Good

Neither
%GOODPOOR

No
Opinion

%

14

18

14

1

2

2

10

21

14

Need for
Improvement

%

Its relevance in meeting the
needs of the Northern Ireland
curriculum

The range of software provided for
Foundation Stage

Base: All respondents (257)

The range of software provided
for each area of the curriculum

The range of software provided for
Key Stage 2

13216
The range of software provided for
Key Stage 1

19116

Curriculum Software/MIS Modules
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51

51

16

-7

-4-2

-2 14

-20 -10 0 10 20 30 40 50 60 70 80
%

How do you rate the following, in relation to the C2k provision of
the curriculum software to enhance teaching and learning?

Quite PoorVery Poor Quite Good Very Good

Neither
%

GOODPOOR No
Opinion

%

33

24

1

1

26

27

Need for
Improvement

%

Base: All respondents (257)

Curriculum Software/MIS Modules

Your teaching staff’s
understanding of the content
and purpose of the curricular
software packages

Your teaching staff’s confidence
in using the curricular software
in the teaching and learning
process
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How do you rate the performance of the MIS modules, in terms of
scope of functionality, usability and how well they deliver against user
expectations?

-3

-5

-4

9

19

11

38

41

51

5

9

4

18

23

32

-3

-2

-1

-1

-1

-1

-1

-6

-20 0 20 40 60 80 100
%

Quite PoorVery Poor Quite Good Very Good

Neither
%GOODPOOR

No
Opinion

%

5

10

5

3

10

72

10

16

11

Need for
Improvement

%

SIMS .net – Basic Pupil Records

SIMS .net – SEN

Base: All respondents (257)

SIMS .net – Report Generator

Analysis of performance in exams

57410

Assessment

External Examinations

62317

85217

Curriculum Software/MIS Modules
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How do you rate the performance of the MIS modules, in terms of
scope of functionality, usability and how well they deliver against user
expectations? (cont.)

47

44

28

34

-10

-1

-1

-20

42

9

-40 -20 0 20 40 60 80 100
%

Quite PoorVery Poor Quite Good Very Good

Neither
%

GOODPOOR

No
Opinion

%

30

4

16

5

18

7

Need for
Improvement

%

Pupil profiling and reporting

Admission of students

Base: All respondents (257)

Students Attendance

5811

Curriculum Software/MIS Modules
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How do you rate the performance of the MIS modules, in terms of
scope of functionality, usability and how well they deliver against
user expectations? (cont.)

Curriculum Software/MIS Modules

Base: All respondents (257)

16

19

43

5

-1

8

20

-20 -10 0 10 20 30 40 50 60 70 80
%

Inspection Information reports

Statistical Returns

Alice Library management

Neither
%

No
Opinion

%

6

3

20

71

16

Need for
Improvement

%

46211

7

GOODPOOR

Quite PoorVery Poor Quite Good Very good
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How do you rate the performance of the MIS modules, in terms
of scope of functionality, usability and how well they deliver
against user expectations? (cont.)

Curriculum Software/MIS Modules

Base: All respondents (257)

-2

20

12

11

30

16

-1

-1

-1

5

7

27

-20 -10 0 10 20 30 40 50 60 70 80
%

Financial Management System

Equipment Register

Pegasus Opera II Payroll

Automatic reconciliation

Neither
%

No
Opinion

%

6

3

3

29

72

52

12

11

Need for
Improvement

%

27210

12

GOODPOOR

Quite PoorVery Poor Quite Good Very good
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How do you rate the level of support offered for MIS in terms of
the following?

-2

-2

40

39

30

42

46

30

-1

-2

-4-2

-1

-1 28

55

33

30

-20 0 20 40 60 80 100
%

Quite PoorVery Poor Quite Good Very Good

Neither
%GOODPOOR

No
Opinion

%

2

4

8

8

9

10

14

14

16

Need for
Improvement

%

Promptness in dealing with MIS
problems

Arrangement of support visits to
the school

Base: All respondents (257)

Quality of training in all aspects of
MIS

Advice regarding effective use of
MIS software

General performance/attitude of the
C2k support staff

267

41020

Curriculum Software/MIS Modules
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-4

27

45

38

38

12

-5

-4

-1-3

-2

-2

-1 18

22

23

-20 -10 0 10 20 30 40 50 60 70 80
%

How do you rate the level of support offered for MIS in terms of
the following? (cont.)

Quite PoorVery Poor Quite Good Very Good

Neither
%GOODPOOR

No
Opinion

%

6

5

9

9

24

24

Need for
Improvement

%

Timeliness and relevance of
courses

Base: All respondents (257)

Resolution of problems involving
aspects of MIS e.g. assessment

Process for upgrades

Communications prior to and
following upgrades

41122

22434

Curriculum Software/MIS Modules
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How do you rate the level of support offered for MIS in terms of
the following? (cont.)

39

44

33

36

-2

-3

-2

-1 30

25

-20 -10 0 10 20 30 40 50 60 70 80
%

Quite PoorVery Poor Quite Good Very Good

Neither
%GOODPOOR

No
Opinion

%

3

4

16

9

24

15

Need for
Improvement

%

Resolution of problems involving
SIMS. net e.g. pupil records

Base: All respondents (257)

Response to general requests for
information/advice

Resolution of problems involving
finance related aspects of MIS e.g.
FMS, Personnel

4914

Curriculum Software/MIS Modules
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How do you rate communications with your school and the
documentation provided to support the use of the Managed Service?

-4

-2

23

38

47

45

40

15

-2

-5

-3-2

23

37

37

48

-20 0 20 40 60 80 100
%

Quite PoorVery Poor Quite Good Very Good

Neither
%

GOODPOOR

No
Opinion

%

7

9

3

2

5

32

9

9

26

Need for
Improvement

%

Documentation provided by C2k
at training courses

C2k Exchange

Base: All respondents (257)

Communications from HP

Communications from Northgate

Other information and guidance
materials from C2k

6211

51124

Communication
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C2k ICT services are currently provided and fully supported through managed
service contracts which are centrally funded. Do you think this should
continue?

Base: All respondents (257)

Future services

81%

17%

2%

Yes No Don't know
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Which of the following services should be part of a service
provided centrally to all schools in any new contract?

Future services

Base: All respondents (257)

79

79

79

69

-21

-21

-21

-31

-40 -20 0 20 40 60 80 100

Yes No

Computers or access
devices based on pupil
numbers

Secure broadband
connectivity

Filtered Internet Access

MIS services (currently
SIMS)

%
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Which of the following services should be part of a service
provided centrally to all schools in any new contract? (cont.d)

Future services

Base: All respondents (257)

72

83

79

-28

-17

-21

-40 -20 0 20 40 60 80 100

Yes No

Helpdesk

In school support

An online collaborative
learning platform (currently
LNI)

%



Introduction
ICT Provision
C2k Local Area Network
Managed Service Implementation and Training
Wide Area Network
LearningNI
C2k Security
C2k Helpdesk
Curriculum Software/MIS Modules
Communication
Benefits and Recommendations
Conclusions



Page 48PricewaterhouseCoopers LLP

Conclusions

Overall Summary

Conclusions

With a response rate of 30% this year, the response rate was lower
than expected. This may be attributable to a shorter field period.

Issues of speed with the LAN were noted by schools. Specifically,
schools wished to see an improvement in the time it takes for the
computer to start up and increased speed between logging on and the
desktop screen appearing.

Over a quarter of schools (28%) felt that the operation of the filtering
policy for emails needed improvement.

The majority of schools (81%) felt that managed service contracts
should continue to be centrally funded in the future.
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Conclusions

C2k local area network

• Satisfaction with the LAN has improved from last years results,
however some levels of dissatisfaction were in evidence:

- One third (33%) of schools felt the time it takes for the
computer to start up needed improved;

- A quarter (25%) of respondents wanted improvements in the
ability to customise the desktop environment;

- Nearly a quarter (23%) felt the time it takes for the desktop
screen to appear following entry of usernames and passwords
needed improved.

Conclusions
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Conclusions

Managed service implementation and training

• Amongst respondents, the majority indicated that they were
happy with the level of support provided by Northgate.

• The area that respondents felt needed most improvement was
Northgate’s arranging support visits to the school. The main
suggestions for improvement included-

- Increasing visits to schools; and

- More notice being given to schools prior to a visit.

• Of those who expressed an opinion, only a minority felt that the
Northgate managed service catalogue was either poor or very
poor.
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Conclusions

Wide area network

• The email service, in terms of ease of use and reliability were highly
rated.

• Over one quarter (28%) of respondents however felt that the
operation of the filtering policy required by C2k for emails needed
improvement. A stricter filtering policy to reduce ‘junk’ mail was
requested by over half (51%) of schools who wished to see an
improvement in this area.

• There were high levels of satisfaction with the speed of access and
speed and performance within the internet.

Learning NI

• Over half (52%) of primary schools have used LearningNI.

• Little dissatisfaction was expressed with any aspects of LearningNI.

Conclusions
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Conclusions
C2k security
• Most schools were happy with the security aspects of C2k security for

both the managed service and the WAN.
• Key areas in which a minority of schools indicated that they would like to

see improvements included:
- The application of the password policy (23%); and
- A facility for school to release/discard filtered email (18%).

C2k helpdesk
• High levels of satisfaction were displayed for all aspects of the C2k

helpdesk.

Curriculum software

• Most schools were satisfied with the curriculum software provided with
the C2k system. The main suggestions for improvements related to
enhancing the range of curriculum software.

• Those who indicated an opinion were positive about the MIS modules in
terms of the scope of functionality, usability and how well they delivered
against user expectations. Satisfaction with the support offered for MIS
was also high.

Conclusions
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Conclusions

Communication

• High levels of satisfaction were displayed for all aspects of
communication and support documentation.

• 30% of schools however wished to see an improvement in pupil
profiling and reporting, with suggestions for improvement
including provision for more simplified and user friendly system
applications and improvement in the process to ensure that it
was less time consuming for users.

Future of the managed service

• The majority of schools (81%) felt that managed service
contracts should continue to be centrally funded in the future.

Conclusions
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