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Introduction

Objectives

The 2008 C2k Evaluation Study aimed to conduct customer satisfaction
research amongst the special needs 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 special needs schools on the future for centrally
funded managed ICT services.
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Introduction

Methodology

« 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 special needs schools across the province (48). 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
guestionnaire and a pre-paid envelope to encourage participation.

« A total of 19 special needs schools completed the questionnaire,
representing a response of 40%.

« 63% of respondents completed the survey online.
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Introduction

Methodology — achieved sample

The 19 complete interviews were proportioned as follows:

Belfast Education & Library Board 26 %
North Eastern Education & Library Board 16 %
South Eastern Education & Library Board 11 %
Southern Education & Library Board 26 %
Western Education & Library Board 21 %
Total 100 %
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ICT Provision

ICT provision and investment plans for 2008/09

Average
ICT Provision in Schools
No. of C2k computers in classrooms 39
No. of C2k computers in clusters or ICT suites 8
Total No. of C2k computers 39

Base: All respondents answering the question (19)
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ICT Provision

Has your school received the managed service laptops?

i

E Yes O No

Base: All respondents answering the question (19)
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C2k Local Area Network

How would you rate the following aspects of the operation of the

ive?
C2k system from a users perspective” o Need for
Neither Opinion Improvement
POOR GOOD % % %
The time it takes for the
-5 |
The time it takes for the
following entry of username 42 21 0 ! 47
and password
The reliability of computers (in
terms of equipment failure or 63 16 11 0 11
malfunction) !
The'rellablllty_ of printers (in tgrms of i 16 11 0 21
equipment failure or malfunction) !
-60 -40 -20 0 20 40 60 80 100

%

O Very Poor B Quite Poor Bl Quite Good EVery Good

Base: All respondents answering the question (19)
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C2k Local Area Network

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

POOR

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

The benefits of Learning
Resources for teaching and
learning

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

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

GOOD

-60 -40 -20

%

20

40

60

No

Need

for

Neither Opinion Improvement

%

26

26

16

37

O Very Poor

EQuite Poor

Bl Quite Good

E Very Good

Base: All respondents answering the question (19)
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C2k Local Area Network

How would you rate the following aspects of the operation of the

C2k system from a users perspective? (cont.)
POOR GOOD

The facilities provided for

No

Need for

Neither Opinion Improvement

%

: - 26
managing network printing
The ability to customise your 11
desktop environment
The desktop environment and features in
terms of supporting teaching and 16
learning

-60 -40 -20 0 20 40 60 80 100
%
OVery Poor BQuite Poor B Quite Good B Very good

Base: All respondents answering the question (19)
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C2k Local Area Network

How do you rate the ease of managing the desktop facilities in

terms of the following...?

The facilities available to an

Neither Opinion

%

authorised user 16
The permissions which can be
delegated by the authorised 21
user
The procedures for setting up and
modifying user groups o - 26
The procedures for allocation of
applications to users and desktops 16 32 42
The procedures for performing a
daily backup and processes for 32 26 32
reporting backup failure
-40 -20 20 40 60 80 100
%
O Very Poor EQuite Poor B Quite Good ® very good

Base: All respondents answering the question (19)
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11

16
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Managed Service Implementation and Training
How would you rate the level of support provided for your C2k

system by Northgate in terms of the following...?

No Need for
POOR GOOD Neither Opinion Improvement
% % %

pratiems directed to Northgats m 0 0
problems directed to Northgate

5
Northgate’s arranging of support visits E
to the school 32 58 11 0 ! 0
The general performance/attitude of the E
Northgate support staff L (e 5 0 ! 5
Resolving problems involving |
equipment malfunction oL 68 11 0 ! 0
Resolving problems with the management of |
the system e 58 11 0 E 11
Resolving problems with the availability or i |
operation of the software provided with the 32 53 11 5 E 17
system i !
Responding to general requests for 11 5 i 22
information/advice !

-40 -20 0 20 40 60 80 100
%
O Very Poor BQuite Poor B® Quite Good B Very Good

Base: All respondents answering the question (19)
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Managed Service Implementation and Training
How do you rate the Northgate Managed Service Catalogue in

terms of the following...?

Clarity of information about products,
services and prices

Information about the payment options

available 21 11

Value offered by the managed service
aspect of the products

Advice given about purchasing from

the catalogue 26 11

Efficiency of the catalogue sales service

Range and suitability of products offered

Responsiveness of the service in extending
the range of catalogue products

-40 -30 -20 -10 0

Neither

%

26

37

37

32

26

32

37

OVery Poor BQuite Poor

H Quite Good

E Very Good

Base: All respondents answering the question (19)
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Wide Area Network
How do you rate each of the following aspects of the Wide Area

Network (WAN) email service?

No Need for
Neither Opinion Improvement

% % %

POOR GOOD i 7
The email service, i.e. Outlook in .

terms of ease of use 42 16 0 16
The operation of the filtering policy
mailerdaemon messages, etc.
The responsiveness of HP in dealing '

application of the C2k email filtering 26 26 S 0
policy '
The reliability of the email service in 53 2% ,

terms of availability of the service 16 0 11

-40 -20 0 20 40 60 80
%

O Very Poor BQuite Poor B® Quite Good B Very Good

Base: All respondents answering the question (19)
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Wide Area Network
How do you rate each of the following aspects of the C2k WAN
Internet service?

No Need for
Neither Opinion Improvement
% % %

POOR GOOD

.26
Speed and performance within the 37 21 21 5 21
internet |
The reliability of the internet service in
terms of retaining connection, once 42 47 11 o 0
made '
The responsiveness and effectiveness
of Help Desk staff in dealing with 37 42 11 5 ! 0
reguests to block or unblock sites
policy or educational nternet 156 |
policy for educational internet use ® 26 51 16 0 16

-40 -20 0 20 40 60 80
%
O Very Poor BQuite Poor B Quite Good B Very Good

Base: All respondents answering the question (19)
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LearningNI

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

B Yes B No O Don't know

Base: All respondents answering the question (19)
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LearningNI

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

No Need for
Neither Opinion Improvement
POOR GOOD . K
Net Work, which includes Encarta !
. ' ' 50 21 |
Audio Network and Pathe News 21 ! ! 7
My Courses area 36 14 36 14 ! 0
The complete LearningNI i
envwonment in t.erms of its . 50 29 14 7 14
potential for online, collaborative :
learning . : : : : : : : ; . |
-20 -10 0 10 20 30 40 50 60 70 80
%
O Very Poor BQuite Poor B® Quite Good B Very Good

Base: All respondents answering the question (19)
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C2k Security
How do you rate each of the following security aspects of the C2k

WAN service?

No Need for
POOR GOOD Neither Opinion Improvement

% % %

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

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

26

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

32

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

11

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

O Very Poor BQuite Poor B® Quite Good B Very Good

Base: All respondents answering the question (19)
PricewaterhouseCoopers LLP Page 25



C2k Security
How do you rate the appropriateness of the policies and

procedures which have been defined for the following aspects of

the C2k service? No  Need for
Neither Opinion Improvement
POOR GOOD v v %

Anti-virus protection 11 0o 0

Warnings when back-up fails to
complete 21 0 5
Unique usernames and passwords .
which give access to services 26 o ! 11
inside and outside the school :

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

O Very Poor BQuite Poor B® Quite Good B Very Good

Base: All respondents answering the question (19)
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C2k Security _ ..
How do you rate the appropriateness of the policies and

procedures which have been defined for the following aspects of

the C2k service? (cont.) o Nesdfor
Neither Opinion Improvement
% % %
POOR GOOD

Facility for school to select
Internet filtering levels for
different users

26 5 5

Filtered email services 32 0o . 16

Mail Manager)

Facility to monitor the service for

. . 26 5 ' 11
inappropriate use !

Facility for school to :

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

O Very Poor BQuite Poor B® Quite Good B Very Good

Base: All respondents answering the question (19)
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C2k Helpdesk
How do you rate the following aspects of support offered by the
C2k frontline Help Desk?

No Need for
Neither Opinion Improvement

% % %
POOR GOOD !
The effectiveness of the

automatic options for routing 32 42 26 0o 5
your call :
The time taken to connect to a !
53 37 !

member of Help Desk staff = 0 ! °
The effectiveness of Help Desk staff
in identifying calls that need to be 2 = :

passed on to either C2k or to 11 o 1 0
Northgate
The expertise of Help Desk staff in
dealing with calls relating to WAN 2 %7 !

services i.e. LearningNI, email or 21 5 6
Internet

20 -10 0 10 20 30 40 50 60 70 80
%
O Very Poor BQuite Poor B® Quite Good B Very Good

Base: All respondents answering the question (19)
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C2k Helpdesk
How do you rate the following aspects of support offered by the

C2k frontline Help Desk (cont.)

No Need for
Neither Opinion Improvement

POOR GOOD % % %
The degree to which you are ]
kept informed by Help Desk staff |
WAN services i.e. LearningNI,
email and Internet 7

The general attitude of Help 2 63 1 5 0
Desk staff in dealing with your
call !
The overall time taken, on average,

to resolve the issues you have 2 52 16 0 S
reported :
with the Help Desk service
-20 0 20 40 60 80 100 |

%
O Very Poor BQuite Poor B® Quite Good B Very Good

Base: All respondents answering the question (19)
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Curriculum Software/MIS Modules

How do you rate the curriculum software provided with your C2k

special needs.

. . ~
system in terms of the following o Needfor
Neither Opinion Improvement
POOR GOOD v v %
Its relevance of meeting the
needs of the Northern Ireland 26 o . 11
curriculum !
The range of software provided 32 0 16
for each area of the curriculum
The range of software provided for 21 0o | 63

60 -40 -20 0 20 40 60 80

O Very Poor BQuite Poor B Quite Good B Very Good

Base: All respondents answering the question (19)
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Curriculum Software/MIS Modules

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

in the teaching and learning
process

No Need for
Neither Opinion Improvement

POOR GOOD % % %
Your teaching staff’s
understanding of the content
and purpose of the curricular 16 0o | 37
software packages :
Your teaching staff's confidence
in using the curricular software 21 o . 42

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

O Very Poor BQuite Poor B Quite Good B Very Good

Base: All respondents answering the question (19)
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Curriculum Software/MIS Modules

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?
POOR GOOD

SIMS .net — Basic Pupil Records
SIMS .net — Report Generator 32
SIMS .net — SEN ) 1 21

External Examinations 16 5

0 0
H H
1

I

Assessment

Analysis of performance in exams

H
1 1 1
(op]
N
—

No

Need for

Neither Opinion Improvement

%

26

26

42

11

-20 0 20 40
%

80

O Very Poor BQuite Poor B® Quite Good

E Very Good

Base: All respondents answering the question (19)
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Curriculum Software/MIS Modules
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.) No  Need for

Neither Opinion Improvement

% % %

POOR GOOD

Pupil profiling and reporting h 32 32 20

Admission of students 120

Students’ options 16 16 5 63 0

Timetable construction 11 74 0

Timetable analysis and outputs p 11 79 0

-20 -10 0 10 20 30 40 50 60 70 80
%
O Very Poor BQuite Poor B® Quite Good B Very Good
Base: All respondents answering the question (19)
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Curriculum Software/MIS Modules

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.) No  Need for
Neither Opinion Improvement

POOR GOOD % % %

Staff Cover 11 79 0

Statistical Returns -5 16 32 0

Inspection Information reports 16 58 0

Alice Library management 21 5 5 68 0

-20 0 20 40
%
O Very Poor EQuite Poor H Quite Good B Very good
Base: All respondents answering the question (19)
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Curriculum Software/MIS Modules

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.)

No Need for
Neither Opinion Improvement
POOR GOOD % % %
Financial Management System 21 11 16 53 8
Pegasus Opera Il Payroll 11 5 5 79 0
Automatic reconciliation 26 58 0
-20 -10 0 10 20 30 40
%
O Very Poor EQuite Poor B Quite Good ® very good
Base: All respondents answering the question (19)
Page 37
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Curriculum Software/MIS Modules

How do you rate the level of support offered for MIS in terms of
the following?

No Need for
Neither Opinion Improvement
POOR GOOD % % %
problems
Arrangement of support visits to - - 21 16 | 0
the school :
cosupport et eceertre N |
: 0
C2k support staff 16 >3 16 16 !
Advice regarding effective use of 47 - 16 16 11
MIS software :
Quality of training in all aspects of 5 - 7 16 16 | 0
MIS :
-20 -10 0 10 20 30 40 50 60 70 80 '
%
O Very Poor BQuite Poor B® Quite Good B Very Good

Base: All respondents answering the question (19)
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Curriculum Software/MIS Modules

How do you rate the level of support offered for MIS in terms of

ing? (cont.)
the following? (cont. o Need for
Neither Opinion Improvement

POOR GOOD % % %

Timeliness and relevance of 37 16 11
courses :

Comm'unlcatlons prior to and 21 21 | 5
following upgrades !

Process for upgrades kY 16 26 26 | 0
Response to general requests

: . . 16 42 26 16 0
for information/advice !

-20

o
[}
o
~
o

O Very Poor BQuite Poor B® Quite Good B Very Good

Base: All respondents answering the question (19)
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Curriculum Software/MIS Modules
How do you rate the level of support offered for MIS in terms of
the following? (cont.)

No Need for
Neither Opinion Improvement

POOR GOOD % % %
Resolution of problems involving
curriculum related aspects of MIS 26 26 0
e.g. Assessment !
Resolution of problems involving
finance related aspects of MIS e.g. 32 21 0
FMS, Personnel
Resolution of problems involving
SIMS e.g. Pupil Records, 16 16 0
Attendance

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

O Very Poor BQuite Poor B® Quite Good B Very Good

Base: All respondents answering the question (19)
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Communication
How do you rate communications with your school and the

documentation provided to support the use of the Managed Service?

No Need for
Neither Opinion Improvement
POOR GOOD % % %
at training courses
-5 2 |
materials from C2k > ° 32 0 ! 11
Communications from HP 47 12 0

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

30
%

O Very Poor BQuite Poor B® Quite Good B Very Good

Base: All respondents answering the question (19)
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Future services

C2k ICT services are currently provided and fully supported through managed

service contracts which are centrally funded. Do you think this should

continue?

B Yes

H No

O Don't know

Base: All respondents answering the question (19)
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Future services

Which of the following services should be part of a service
provided centrally to all schools in any new contract?

Computers or access
devices based on
pupil numbers

Secure broadband
connectivity

Filtered Internet Access

MIS services
(currently SIMS)

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

Base: All respondents answering the question (19)
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Future services

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

Helpdesk -23

In school support

An online collaborative
learning platform -29
(currently LNI)

-40 -20 0 20 40 60 80 100

M Yes ONo

Base: All respondents answering the question (19)
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Conclusions

Overall Summary

With a response rate of 40% this year, the response rate was lower
than expected and may be attributable to a shorter field period.

The main areas that schools wished to see improved within the LAN
Included the time it takes for the computer to start up and the time it
takes for the desktop screen to appear following entry of username and
password.

The level of support provided by Northgate was perceived to be high among
special needs schools.

Most schools were happy with the wide area network (WAN) email service.
However one fifth wished to see the operation of the filtering policy improved.

There were mixed views on the curriculum software provided.

The majority of special needs schools felt that ICT services should continue to
be gullgl/ supported through managed service contracts which are centrally
funded.
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Conclusions

C2k local area network

A number of areas of the managed services were identified as needing
Improvement by special needs schools:

- 53% wished to see an improvement in the time it takes for the
computer to start up;

- 47% wanted the time it takes for the desktop screen to appear
following entry of username and password to be improved,;

- 37% wished to see an improvement in the facilities provided for
managing network printing

- One third (33%) wanted the benefits of Learning Resources for
teaching and learning to be improved.

Main improvement suggestions included new hardware and software
upgrades.
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Conclusions

Managed service implementation and training

The level of support provided by Northgate was perceived to be high among
special needs schools.

Views of the managed catalogue were also mainly positive. However, nearly
one third (31%) of schools wish to see an improvement in the range and
suitability of the products offered.

Wide area network

Most schools were happy with the wide area network (WAN) email service.
Over one fifth (21%) however wished to see the operation of the filtering policy
improved.

Over one gquarter of special needs schools (26%) would like the speed of
access to the internet improved and a further 21% wanted an improvement in
the speed and performance within the internet.
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Conclusions

LearningNI
63% of schools had used LearningNI.

No aspects of LearningNI were rated negatively by special needs
schools.

C2k Security

C2k security for the WAN was rated positively by the majority of
schools. However, nearly one third (32%) of schools felt that they
would like to see an improvement in the process of adding new
users or making changes to existing users’ details during the
school year.
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Conclusions

C2k Helpdesk
Support offered by the C2k Help Desk was rated highly.
Curriculum Software/MIS Modules

There were mixed views on the curriculum software provided. While the
relevance and range of software provided for each area of the curriculum were
regarded highly by most schools, the range of software provided for special
needs was rated less highly, with 63% of schools indicating that they would
like to see an improvement in this aspect of curriculum software.

Other areas that were identified by a significant minority of schools as needing
Improvement included:

- Teaching staffs’ understanding of the content and purpose of
the curricular software packages; and

- Teaching staffs’ confidence in using the curricular software in the
teaching and learning process.
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Conclusions

Communication

The majority of special needs schools gave positive opinions on
communications received as part of the managed service.

Future services

68% of special needs schools felt that ICT services should
continue to be fully supported through managed service contracts
which are centrally funded.
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