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1.0 Introduction 
Advocating for Children with Disability (ACD) are committed to providing support to families of 
children with disability by supporting an inclusive community where children with disability and 
their families thrive. The Support Line is a service which aims to support families of children 
with disability who are experiencing concerns or issues about their young person’s access to, 
or inclusion in, education. The Parenting Research Centre (PRC) was engaged by ACD to 
conduct two independent but related evaluations of the telephone Support Line: a descriptive 
evaluation of the current delivery model; and an outcomes evaluation to assess impact.  

These evaluations sought to provide ACD with an overview of parent views of the existing 
delivery model, refine the theory of change, and identify service improvement opportunities to 
enable the Support Line to continue to meet the growing demands on the service (Stage One). 
In addition, they were conducted to provide insight into the effectiveness of the Support Line 
service to assist families, and to empower parents to improve knowledge about their child’s 
education rights, increase confidence, and advocate for their child (Stage Two). This report 
pertains primarily to the latter, Stage Two Outcomes evaluation. 

 

 

 

1.2 Education advocacy for children with disability 

The literature on equitable access to education opportunities for children with disability, and 
the benefits of advocacy support for families facing inclusion concerns, yields several key 
themes. These themes centre on the need for collaborative partnerships between caregivers 
and schools, parent confidence in making educational decisions for their child, the importance 
of genuine ‘inclusiveness’ in the school community, and pathways to positive student 
outcomes. These approaches can mitigate the disadvantage experienced by people with 

Key Insights 

o The Support Line reaches diverse cultural communities and disabilities 

o Parents report increased confidence, knowledge of rights, and 

understanding in how to raise concerns about their child’s issues 

o Parents feel significantly more heard and understood after receiving 

support, and are more likely to believe their child will receive 

reasonable adjustments 

o Parents are extremely satisfied with the relevance, usefulness and 

support received from the Support Line 
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disability across their lifespan. Additionally, there are reported benefits to the broader 
educational experience of all students. 

The descriptive evaluation (stage one) summarised several practical implications arising from 
the literature and associated with family advocacy and empowerment, including: 

→ Actively assisting families in their understanding of their child’s rights, and access to 
supportive educational professionals; 

→ Actively involving parents as the experts of their child in educational decisions;  
→ Adopting positive communication strategies early to prevent problems worsening 
→ Evaluating advocacy training programs for effectiveness; 
→ Promoting rigorous advocacy processes and attendance at meetings to support better 

outcomes; 
→ Monitoring the experiences of families seeking advocacy support, including reasons for 

dissatisfaction with advocacy supports. 

 

1.2 Overview of the Support Line 

In Victoria, around 15% of students are thought to require additional, reasonable adjustments 
and support to manage their disability at school, with only around 4% receiving targeted 
funding (Jenkin, 2018). These families need to navigate the education system to promote and 
facilitate their child’s educational opportunities, and many families benefit from support and 
advocacy to achieve this, including for those disabilities that are less ‘visible’ (Ng et al., 2015).   

 

 

 

The number of families seeking assistance and advocacy from the Support Line has increased 
by 85% over the past eight years, and in 2024, a total of 1,556 families were supported. The 
cost to ACD in providing this service at approximately $1,000 per case. Each case ACD 
support lasts approximately 4-6 weeks. The diversity of the families accessing the support line 
is reflected in the broader demographics of Victorian families, with approximately 3.4% being 
Aboriginal or Torres Strait Islander, 18% from culturally diverse backgrounds, 18% from rural 
and regional Victoria, and 23% being secondary consults for at-risk families.  

The practice approach of the ACD Support Line is to: 

→ Listen to the concerns of the family  

→ Explain the rights of students with disability  

→ Explain school processes and relevant Department of Education policies  

→ Help the family prioritise their concerns  

→ Explain how the family can raise a concern  

→ Assist the family to communicate with the school  

→ Provide suggestions of what families can ask for  

→ Attend meetings (if necessary) at school with the family.  
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1.2 Support Line Evaluation 

This two-phase evaluation aimed to inform an understanding of ACD’s Support Line and 
whether it achieves its intended outcomes to enhance parents’ sense of empowerment, self-
advocacy skills, and knowledge of education rights. The organisation’s Theory of Change is 
depicted in Figure 1 below. 

Findings from the descriptive evaluation included a summary of parent demographics and 
perspectives about the Support Line service and indicated a limited number of services in 
Australia offering advocacy support for families of children with disability regarding concerns 
about educational inclusion. A brief appraisal of the literature revealed that outcomes for 
children with disability are better when families and education staff work collaboratively to 
reach agreements about inclusion for children with disability, and when families feel 
understood and actively involved in their child’s education. The key objective of the current 
evaluation was to explore whether a range of outcomes for families are improved after 
assistance from the Support Line. PRC worked with ACD to articulate and conceptualise the 
scope, activities, and purpose of the evaluation, described below. 

 

Implementation 
outcomes 

Engagement 
outcomes 

Mediating outcomes Intended outcomes 

→ Rights-based 

→ Family centred 

→ Relationship-
based 

→ Strength-based 

→ Diversity affirming 

→ Increased 
understanding of 
child’s rights 

→ Increased 
understanding of 
processes to raise 
and resolve issues 

→ Actively involved in 
child’s education or 
relevant services 

→ Increased knowledge, skills and 
confidence to self-advocate 
for their child 

→ Increased understanding of the 
child’s needs by education 
setting or other service 

→ Increased collaboration 
between families and 
education setting 

→ Increased effective reasonable 
adjustments 

→ Improvement in child and 
family wellbeing 

→ Contributes to identification of 
systemic issues and solutions 

→ Improved education 
outcomes for students 
with disability: 

→ Increased attendance 
and participation 

→ Increased safety 

→ Increased learning 
outcomes 

→ Increased year 12 
completion 

→ Increased positive 
attitude towards 
school 

Figure 1. ACD Theory of Change 

Parents who contacted the Support Line: 

→ 93% reported improved knowledge of their child’s rights 

→ 94% reported improved confidence to advocate for their child 

→ 88% said their child’s situation improved 

→ 99% found the information easy-to-understand. 
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2.0 Methods 

2.1 Evaluation design 

We used a quantitative, treatment-group-only repeated measures design to measure parent 
perceptions pre and post service. The methodological approach was guided by the evaluation 
objective to understand whether the service is benefiting parents in relation to its intended 
outcomes. 

The following intended outcomes were assessed by brief parent self-report surveys at baseline 
and again approximately 6 to 8 weeks after receiving Support Line assistance: 

1. Increased understanding of child’s rights (engagement outcome)  
2. Families have an increased understanding of processes to raise and address issues 

(engagement outcome) 
3. Families actively involved in child’s education or relevant service (engagement 

outcome) 
4. Increased knowledge, skills and confidence to self-advocate for their child (mediating 

outcome) 
5. Increased collaboration between families and education setting (mediating outcome)  
6. Increased effective, reasonable adjustments (mediating outcome) 
7. Increased understanding of the child’s needs by education setting or other service  

(mediating outcome) 
8. Relationships-based service delivery (implementation outcome) 
9. Strengths-based service delivery (implementation outcome) 

 

2.2 Sample characteristics 

A total of 124 parents were invited to participate in the survey, with a final sample size of 55 at 
baseline and 20 at post. Sample characteristics are presented in Tables 1 and 2. Parents who 
reported a disability most commonly specified ADHD (n = 5), then Autism (n = 3), followed by 
anxiety and depression (n = 1), head injury auditory processing disorder (n = 1), seizures (n = 
1) multiple sclerosis (n = 1), and hearing loss (n =1). 

 

TABLE 1. SUPPORT LINE EVALUATION PARENT CHARACTERISTICS  

Parent Demographics  n % 

Parent Gender 

 

Mother 

Father 

52 

3 

94.5 

5.5 

Parent Aboriginal and/or Torres 
Strait Islander status 

Aboriginal and/or Torres Strait Islander 

Neither 

Declined to respond/ Prefer not to say 

2 

50 

1 

3.8 

94.3 

1.9 

Main language spoken at home English 

LOTE1 

52 

3 

94.5 

5.5 

Parent disability No 

Yes 

Prefer not to say 

37 

12 

6 

67.3 

21.8 

10.9 

1LOTE = Language other than English. A list of the 10 most frequently reported languages other than English is provided 
in Table C1 in Appendix A. 
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TABLE 2. SUPPORT LINE EVALUATION CHILD CHARACTERISTICS 

Child Demographics  n % 

Child Gender Female 

Male 

Non-binary 

20 

34 

1 

36.4 

61.8 

1.8 

Child age 3-5 years 

6-12 years 

Over 13 years 

11 

29 

15 

20 

52.7 

27.3 

 

The most reported primary disabilities in children are presented in Figure 2. Parents who 
reported ‘other’ for primary child disability were reporting secondary diagnoses including 
ARFID, Fragile X Syndrome, Cerebral Palsy, intellectual disability, blindness, and 
developmental coordination disorder. Seven parents were awaiting an assessment or 
diagnosis for their child in relation to Autism, dyslexia, dysgraphia, ADHD, Kabuki syndrome, 
and a speech disorder. 

 

2.3 Procedure 

All parents who contacted the Support Line between 1 February to 23 March 2026 were invited 
to participate in the evaluation (n = 124). Families were informed about the evaluation during 
their initial phone call with the Support Line and were emailed information about the research 
activities in their intake package, prior to speaking with an Advisor. This information 
emphasised that participating in the evaluation was voluntary and their decision would not 
impact the level of service they would receive from ACD (see Appendix B). A small incentive to 
win one $300 gift voucher was offered to parents who participated in the pre and/or post 
surveys. 

3.6

70.9

10.9

3.6

5.5

1.8

3.6

0 10 20 30 40 50 60 70 80

ADHD

Autism

Developmental delay

Genetic/chromosomal

Intellectual disability

Neurological

Other

Figure 2. Support Line Child Primary Disability (n = 55) 
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Two data waves were collected to control for the duration of the average Support Line 
assistance (6 to 8 weeks), to better align with the timing of the post survey. Post-surveys were 
sent out approximately 8 weeks later to all families who contacted the service during those 
time periods. Table 3 depicts the recruitment phases and timeline.  

Due to participant anonymity, it was not possible to send survey reminder emails only to those 
families who decided to take part. Families were asked to take part in the post survey if they 
had completed the initial survey.  

This evaluation was approved by the PRC’s NHMRC accredited Human Research Ethics 
Committee on 28 October 2025 (app92). 

 

TABLE 3. DATA COLLECTION GROUPS AND TIMELINE 

Stage of process  Timeline 2026 

Pre Group A 9 – 28 February 

Pre Group B 2 – 20 March 

Post Group A 7 – 24 April 

Post Group B 27 April – 18 May 

 

2.4 Measures 

The evaluation included one survey administered at two time points: baseline and post-service. 
The survey comprised 7 demographic items, and 9 outcome survey items asking parents to 
respond to items on a scale of 1 = Strongly Disagree to 7 = Strongly Agree. The post-survey 
contained an additional 4 survey items relating to the service received from the Support Line 
(see Appendix B). 

Survey items were developed in consultation with ACD to construct items with sensitivity to the 
experiences of families with a child with disability. This approach focused on empathic item-
wording to minimise the risk of causing distress for parents. Survey brevity to reduce parental 
burden was also a priority. Survey items were mapped onto key theory of change outcomes 
(see Figure 1) to better evaluate whether the service is benefiting families as intended.  

2.5 Data Analysis 

Data cleaning and analysis was performed using IBM SPSS Statistics Version 29. Prior to 
analysis, data was screened for duplicates, outliers and normality. A linear mixed models 
analysis was conducted due to the large number of missing data at post (i.e., attrition)  to 
maximise case retention. 
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3.0 Results 

3.1 Parent survey results 

A linear mixed-effects model was used to assess for significant change over time (baseline to 

post-service) across the nine outcome variables. Parent responses all trended positively over 

time, however, only two areas showed changes large enough to be statistically significant : 

parents’ belief that they and their children were heard and understood; and parents’ 

expectations that reasonable adjustments for their child would be achieved.  To explore for 

differences between parents who completed only the baseline survey, with parents who 

completed baseline and post surveys, comparisons were made on baseline data across all 

outcome variables. Attrition analysis showed no significant differences between the two groups 

on any baseline outcome measure (all were non-significant at p >.05), indicating that parents 

who completed the post-service survey were broadly similar in attitudes to those who did not. 

Results are presented in Appendix G, Table A3. 

The results for each outcome are presented below in Table 4. Means and standard deviations 

for all outcome variables are presented in Appendix H, Table A4. 

 

TABLE 4. OUTCOMES 

Domain ToCa outcome  Result Interpretation 

Q1. Parent understands child’s 
rights 

Engagement F(1,30.14) = 1.25, p = .27 
(n.s.)b 

Improvement 

Q2. Parent understands 
processes to raise issues 

Engagement 

 

F(1,33) = 5.42, p = .07 (n.s.) Improvement  

Q3. Families feel actively 
involved in child’s education or 
relevant service 

Engagement F(1,37.36) = 2.86, p = .099 
(n.s.) 

Improvement 

Q4. Parent confident to address 
issues 

Mediating F(1,37.94) = 3.24, p = .08 
(n.s.) 

Improvement 

Q5. Parent skills to collaborate 
on issues affecting child 

Mediating F(1,38.72) = .56, p = .46 (n.s.) Improvement 

Q6. Parent believes child’s needs 
are understood by education 
setting / service 

Mediating F(1,31.32) = 2.34, p = .14 
(n.s.) 

Improvement 

Q7. Parent feels they and their 
child are heard and understood 

Mediating F(1, 29.69) = 8.88, p = .006** Significant 
improvement 

Q8. Parent feels hopeful about 
child’s opportunities 

Mediating F(1,36.54) = 2.19, p = .15 
(n.s.) 

Improvement 

Q9. Expect increased reasonable 
adjustments for child 

Mediating F(1, 42.83) = 6.80, p = .012* Significant 
improvement 

Note. a = Theory of Change; b = statistically non-significant 
*p = significant at .05, **p = significant at .01. 
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3.2 Reported satisfaction with the Support Line 

At the time of the post-service survey, approximately half of the parents were still active cases 
with the Support Line (n = 12) while ten parents reported their case as closed. Slightly under 
half of the sample reported the service they received as comprising mainly a few telephone 
conversations and emails (less than three) (n = 9; 41%). The next level of support (more than 
three telephone conversations and emails) was reported by 27% of the sample, while 32% 
received multiple conversations, emails, plus attendance at meetings with the parent and 
education provider representative(s). 

Overall, parents reported very high satisfaction with the Support Line (M = 6.55, SD = 1.10 
range = 1 to 7, where 7 is ‘strongly agree’). Similarly, parents reported very high beliefs that 
the Support Line’s advice was clear, relevant and useful (M = 6.59, SD = 1.09). 

 

3.3 Family survey feedback 

Open-ended parent feedback was sought at baseline and post service (approximately 6 to 8 
weeks after commencing the service). At baseline, perhaps understandably, most parents 
described their experiences and frustrations with NDIS or with their child’s school rather than 
the ACD Support Line service itself.  

Of the four comments that reflected the Support Line service rather than the NDIS or another 
provider, three comments were positive, while one parent had reported feeling “disheartened”.  

 

 

When open-ended parent feedback was collected in the post-service survey, eight out of the 
nine responses were positive (see Appendix F for all baseline and post survey parent 
feedback). Most families described the support as helpful, informative, and empowering. 

 

 

 

What was helpful for families? 

Families described the support they received from the Support Line as a resource to help 
navigate complex experiences in their child’s inclusion and access to education. For 
example, one parent indicated that the Support Line staff member “took a lot of the stress 
away”, describing not knowing how to get through their challenges without that support.  

“Wonderful service that helped me feel empowered to advocate for my child ” 

 

“Helpful and easy” 



  

 

ACD Support Line: 
Outcomes evaluation  12 

Even when desired outcomes were not achieved, many families recognised that the advocacy 
and emotional support was helpful to them. The reported benefits included the Support Line 
worker’s “empathy and understanding”, and clear explanations and insight. 

Practical advice was also seen as a strength, including advice on commencing an educational 
milestone, or addressing discriminatory practices at school. This included appreciation for 
advice specific to the family’s individual case, and information and resources that they would 
otherwise not have located. 

 

 

  

“Her impressive skill level at listening and critical thinking meant the support I 
received was specific to my case and provided brand-new information and 

resources I would not have found without ACD” 
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4.0 Conclusions 
This report describes the evaluation of the ACD Support Line including its findings and 

recommendations. The goal of this evaluation was to understand parent perceptions of change 

in their knowledge and advocacy confidence to support their child’s inclusion in education.  

Several key outcomes were explored that were mapped to the organisation’s theory of change, 

including an understanding of their child’s rights and needs as well as the processes to raise 

and address issues; feeling actively involved in their child’s education; skills in collaborative 

relationships with the education provider; knowledge, skills, and confidence to self-advocate; 

and expectations of effective, reasonable adjustments. It was also a goal to explore parent 

perceptions of a relationships-based and strengths-based service delivery approach. 

All outcome variables showed improvement from baseline to post-service, with two areas 

showing statistically significant increases: feeling heard and understood, and expectations their 

child will be supported via appropriate adjustments. The findings are congruent with dominant 

themes in the literature which suggest families benefit from collaboration with education 

providers and involvement in decisions regarding their child’s education (Fish, 2006; Resch et 

al., 2010). In particular, the findings indicate that advocacy support enhances parents’ belief 

they are heard and understood, which is likely to contribute to more positive, collaborative 

relationships and interactions with education providers (Resch et al., 2010). Holding optimistic 

expectations about their child’s inclusion in the education setting by receiving appropriate 

adjustments is also likely to support active, productive engagement in processes that can 

contribute to those positive changes. The literature indicates that when caregivers know their 

child’s rights, they have improved confidence and empowerment, which in turn is viewed 

positively by education professionals (Szlamka et al., 2022). 

The findings indicate that parents consistently benefited from the Support Line service across 

multiple aspects of knowledge, advocacy and confidence. Post-survey feedback was also 

consistently positive, with parents reporting very high satisfaction with the service, and 

reporting it as helpful, relevant and useful. Taken together, the findings indicate that parents 

view the Support Line positively and as a relevant, useful service that  contributes to their sense 

of knowledge and empowerment through advocacy.  

 

Limitations: The evaluation revealed several important insights into the Support Line, 

however, there are some limitations to consider when interpreting findings:  

• Follow-up data: Due to limitations accessing the participant pool after leaving the 

service, this evaluation relied on pre and post survey responses only. It is unknown 

whether any changes experienced by families is sustained over the long term. 

 

• Absence of comparison group: As a pre-post design with one treatment group, it is 

not possible to infer causality as all families received the support service. A comparison 

group who did not receive the service would allow causal inference about the impact of 

the Support Line.  

 

• Lack of standardised measures: Survey items were developed in-house in 

collaboration with ACD due to a dearth of relevant standardised scales suitable for this 
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population (parents of children with disability). Validated, standardised measures would 

provide more certainty that the constructs being measured reflect the intended 

construct, and that the scale produces reliable results. It was not possible to include 

validated, standardised scales for the targeted outcomes due to lack of availability.  

 

• Attrition: Repeated measures research is commonly impacted by attrition. In this 

evaluation approximately half of baseline participants did not take part in the post-

service survey. The mixed-effects analysis approach was used because it can partially 

accommodate for incomplete datasets and allow for the inclusion of all available 

observations using the maximum likelihood estimation, however, some biases are likely 

to influence the findings (for example, participants who dropped out may differ 

systematically from those who continued participation). There should therefore be some 

caution interpreting repeated measures findings with high levels of missing data. 

 

This evaluation concludes that the Support Line confers several important benefits to families 

experiencing concerns about their child’s access to, and inclusion in, educational opportunities. 

Ongoing monitoring of selected, core outcome variables may be helpful in tracking the fidelity 

of the program and its objectives in relation to ACD’s Theory of Change , and identifying 

changes over time.  

The main strengths of the service as identified in this evaluation align with the key outcomes 

articulated in the theory of change.  A summary of these findings is presented in the box below. 

 

  

Summary of Findings 

The findings indicate that the service significantly supports parents: 

➔ feeling heard and understood 

➔ beliefs their child will receive effective, reasonable adjustments in their education.  

While not statistically significant, the following parent beliefs showed a positive 

trend: 

➔ Understanding of their child’s rights 

➔ Understanding the processes to raise issues 

➔ Feeling actively involved in their child’s education 

➔ Having the confidence to address issues 

➔ Feeling skilled to collaborate with educators on issues affecting their child  

➔ Believing their child’s needs are being understood by the educator  

➔ Feeling hopeful about their child’s opportunities  
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Appendices 

Appendix A Languages other than English  

Table A1. Languages other than English spoken at home 

LANGUAGE n 

Albanian 1 

Auslan 1 

Hindi 1 

Japanese 1 

Malayalam 1 

Sinhalese 2 

Spanish 1 

Turkish 1 
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Appendix B. Plain Language Information Statement 

Information Sheet Project Title:   ACD Support Line Evaluation 

 

Researchers   Dr Victoria Hamilton  vhamilton@parentingrc.org.au  

                                   Dr Catherine Wade   cwade@parentingrc.org.au 

 

Below is some information about the project to help you decide if you would like to participate. You 
may ask questions about anything you want to know more about.   

 

What is this project about? 

The Support Line is a service provided by ACD to raise the rights of children with disability in 
education, and work with families and services to support inclusion.  

The Parenting Research Centre is conducting a brief, confidential online survey to find out what 
families think of the service. We will invite families to complete this brief survey at the beginning of the 
service, and again at the end of the service. 

Are my responses confidential? 

Yes, your responses are confidential. Your identity will not be revealed to the ACD, and they will not 
know which families have participated in the online survey. We cannot identify you personally from 
your responses.  

What will happen to my information? 

Your anonymous survey responses will be stored on a secure, encrypted cloud server at the Parenting 
Research Centre for 7 years, when it will then be destroyed. Only members of the evaluation team at 
PRC will be able to access the data file. 

We will write a report for the ACD using group responses only. This report will help ACD understand 
whether the service is working as intended for families. 

What will I be asked to do? 

After reading this information statement, if you agree to participate you will be asked to click on a link 
which will take you to the online survey. This is a voluntary survey. You will be able to access the ACD 
Support Line even if you do not complete the survey. 

There will be two brief, identical surveys in total: 

1. Before your case opens with the Support Line 
2. Approximately 8 weeks after your intake appointment with the Support Line 

The survey takes approximately 5-10 minutes to complete.   

You will be asked to first create your Identity code. You create your own Identity Code, which is the 
first letter of your surname, and the last 3 digits of your mobile phone number. We don’t store your log 
in details and can’t match your Identity Code to you.  



  

 

ACD Support Line: 
Outcomes evaluation  18 

 

 

  

What are possible benefits? 

This research will provide information about the Support Line, including what it’s doing well, and where 
it might improve. The findings may benefit you if you contact the Support Line again in the future or 
benefit other families who contact the Support Line for support.  

What are possible risks? 

We do not anticipate any risks, however, if you feel upset or distressed during or after taking part in 
the survey, you may contact Carer Gateway on carergateway.gov.au or 1800 422 737.  

Do I have to take part in this evaluation? 

Participation is anonymous and voluntary. If you decide not to take part, it will not impact the level of 
support and advice you receive from ACD’s Support Line.  ACD will not know which families have 
participated. If you do take part, you can withdraw your participation at any time without reason.  

Who is funding the evaluation? 

This project is funded by ACD and approved by the Parenting Research Centre Ethics Committee.  

How can I hear about the results of this evaluation? 

If you would like to know the results of this project, you can contact Dr Victoria Hamilton at 
vhamilton@parentingrc.org.au and we will send you a summary. 

Who can I contact? 

You should feel free to ask questions at any time. If you have any questions about this project, please 
contact Dr Victoria Hamilton at the Parenting Research Centre at vhamilton@parentingrc.org.au.   

For complaints about the project: If you have a complaint or concern about the conduct of this research 
project, please contact the Parenting Research Centre Ethics Committee Chair on (03) 8660 3500  or on 
HREC@parentingrc.org.au. 

Win a $300 gift voucher 

If you would like to be entered into a draw to win a $300 gift voucher, please provide your email 
address at the end of the survey. Your email address will not be stored with your survey responses. It 
will be stored separately and deleted after the winner is drawn and notified.  

One winner will be drawn at random after the data collection period has ended and will be notified by 
email.  

Entering the draw is optional and voluntary. If you do not wish to enter after completing the survey, 
you can submit your responses without providing your email address.  

mailto:vhamilton@parentingrc.org.au
mailto:vhamilton@parentingrc.org.au
mailto:HREC@parentingrc.org.au
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Consent Form 

Project Title: ACD Support Line Evaluation 

 

Researchers:             Dr Victoria Hamilton   vhamilton@parentingrc.org.au  

                                   Dr Catherine Wade    cwade@parentingrc.org.au 

     

 

Consent (please tick the boxes to confirm your consent):  

 

• I have read and understood what this evaluation is about and what my involvement will be ☐ 

• I have had the opportunity to ask questions about the survey  ☐ 

• I understand my decision is voluntary and will not affect services I receive from ACD ☐ 

• I understand that my decision to participate is confidential   ☐ 

• I understand that I can withdraw at any time ☐ 

• I understand I am completing this initial survey prior to my new issue being discussed with a 
Support Line advisor 

• I understand a second survey will be emailed around the time the service ends ☐ 

 

 

If you agree to the statements above and consent to take part in the survey, please click on the link 
below: 

 

 

 

 

  

  

CLICK HERE TO BEGIN SURVEY 
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Appendix C. Support Line: Parent Survey 

ACD Support Line: Parent survey 

Please answer the survey questions thinking of the reason you recently contacted the ACD 

Support Line. This might be about an education provider, service, or NDIS. 

PART 1.  

What is the first letter of your surname?  

E.g., if you surname is ‘Smith’, write ‘S’ in the box 

provided. 

 

What are the last 3 digits of your mobile 

phone number 

E.g., if your mobile is 0400 123 456, write ‘456’  

*This question creates an anonymous ID that we can use to 

match your survey responses across time. 

 

In the following items, we’d like to know a 
little bit about you: 

 

What is your gender? [Baseline survey only] ☐ Man or Male 

☐ Woman or Female 

☐ Non-binary 

☐ I/They (or a different term – please 

indicate here ______________) 

☐ Prefer not to answer  

Do you identify as being of Aboriginal 

and/or Torres Strait Islander descent? 

[Baseline survey only] 

☐ No 

☐ Yes, Aboriginal 

☐ Yes, Torres Strait Islander 

☐ Yes, both Aboriginal and Torres Strait 

Islander 

☐ Prefer not to say 

What is the main language you speak at 

home? [Baseline survey only] 

☐ English  

☐ Language other than English ____________  

Do you have a disability? 

[Baseline survey only] 

☐ Prefer not to say 

☐ No 

☐ Yes, please indicate below  

______________________________________ 

In the following items we’d like to know a 

little about your child: 

 

What is your child’s gender? ☐ Boy or Male 
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☐ Girl or Female 

☐ Non-binary 

☐ I/They (or a different term – please 

indicate here ______________) 

☐ Prefer not to answer 

How old is your child? ☐ 0-2 years 

☐ 3-5 years 

☐ 6-12 years 

☐ Over 13 years 

What is your child’s primary disability?   

[Baseline survey only] 

 

☐ Acquired Brain Injury (ABI) 

☐ ADHD  

☐ Autism  

☐ Blind / Low vision 

☐ Deaf/Hard of hearing 

☐ Developmental Delay 

☐ Genetic/Chromosomal 

☐ Global Developmental Delay 

☐ Intellectual  

☐ Learning disability 

☐ Mental Health 

☐ Neurological 

☐ Physical 

☐ Speech/Communication  

☐ Undiagnosed Intellectual  

☐ Unknown 

☐ Awaiting diagnosis (please write in space 

provided below) 

____________________________________________ 

☐ Other (please write in space provided) 

____________________________________________ 

Please respond to the questions below thinking of the reason you contact the 

Support Line. Your response may be in relation to an education or other provider 

(e.g., NDIS, school, kindergarten etc) 

For the following items, please rate how much you agree or disagree with each statement, 

where 1 = strongly disagree and 7 = strongly agree . 

1.  I understand my child’s rights  

 

 

 

☐ 1 Strongly disagree 

☐ 2 

☐ 3  

☐ 4 Mixed feelings 
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☐ 5  

☐ 6  

☐ 7 Strongly agree 

2. I understand how to raise issues 

affecting my child 

 

 

☐ 1 Strongly disagree 

☐ 2 

☐ 3  

☐ 4 Mixed feelings 

☐ 5  

☐ 6  

☐ 7 Strongly agree 

3. I feel involved in decisions about my 

child 

 

☐ 1 Strongly disagree 

☐ 2 

☐ 3  

☐ 4 Mixed feelings 

☐ 5  

☐ 6  

☐ 7 Strongly agree 

4. I have the confidence to address issues 

relating to my child  

 

  

☐ 1 Strongly disagree 

☐ 2 

☐ 3  

☐ 4 Mixed feelings 

☐ 5  

☐ 6  

☐ 7 Strongly agree 

5. I have the skills to work collaboratively 

to address issues affecting my child  

 

 

☐ 1 Strongly disagree 

☐ 2 

☐ 3  

☐ 4 Mixed feelings 

☐ 5  

☐ 6  

☐ 7 Strongly agree 

6. My child’s needs are understood.  

 

☐ 1 Strongly disagree 

☐ 2 

☐ 3  

☐ 4 Mixed feelings 

☐ 5  

☐ 6  

☐ 7 Strongly agree 

7. My child and I feel heard and supported  ☐ 1 Strongly disagree 
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☐ 2 

☐ 3  

☐ 4 Mixed feelings 

☐ 5  

☐ 6  

☐ 7 Strongly agree 

8. I feel hopeful about my child’s 

education opportunities 

☐ 1 Strongly disagree 

☐ 2 

☐ 3  

☐ 4 Mixed feelings 

☐ 5  

☐ 6  

☐ 7 Strongly agree 

9. My child currently, or will soon receive 

effective, reasonable adjustments from 

their education provider 

 

 

☐ 1 Strongly disagree 

☐ 2 

☐ 3  

☐ 4 Mixed feelings 

☐ 5  

☐ 6  

☐ 7 Strongly agree 

END OF BASELINE SURVEY  

Now thinking about the service you 

received from the Support Line: 

 

10. Overall, I am satisfied with my 

experience of the Support Line  

 

[Post survey only] 

☐ 1 Strongly disagree 

☐ 2 

☐ 3  

☐ 4 Mixed feelings 

☐ 5  

☐ 6  

☐ 7 Strongly agree 

11. The Support Line’s advice was clear, 

relevant and useful  
 

[Post survey only] 

☐ 1 Strongly disagree 

☐ 2 

☐ 3  

☐ 4 Mixed feelings 

☐ 5  

☐ 6  

☐ 7 Strongly agree 

12. How much service have you received 

from the Support Line?  

 

☐ A few telephone conversations and 

emails (Less than 3) 
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[Post-survey only] ☐ Multiple telephone conversations and 

emails (more than 3) 

☐ Multiple conversations, emails plus 

attending meetings with me 

☐ Other (please specify:_____________________ 

 

13. Are you still actively receiving advocacy 

support from the Support Line for your 

most recent issue?  

 

[Post-survey only] 

☐ Yes 

☐ No 

14. If you have complaints or other 

feedback about the service not captured 

by this survey, please provide your 

feedback in the box below. 

 

Thank you for taking part in this survey. 

 

If you would like to enter the draw to win 

the $300 gift card, please provide your 

email address below. One winner will be 

drawn when the survey closes at the end of 

March 2026. 

 

Your email address will NOT be stored with 

your responses.  

 

After the winner is drawn and notified, all 

email addresses will be deleted. 

 

The draw is optional. If you do not wish to 

enter the draw, you do not need to provide 

your email address. 

Please ensure that you submit your survey 

responses even if you do not enter the 

draw. 

 

[Pre and Post survey] 

 

 

 

_______________________________________ 
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Appendix D. Brief email prompt to complete post survey 

 

Email Subject Header: ACD Support Line Survey.  

 

Email body: 

Dear Parent, 

 

Recently you were invited to take part in an evaluation of the ACD Support Line service.  

 

If you consented to take part and completed the initial (baseline) survey, we’d now like to hear how 
things are going through a second brief survey. 

 

The survey is brief, and almost identical to the first survey you completed. Your input is very 
valuable to help us understand what’s working well or not so well with the service.  

 

This email has been sent in bulk to all families who have used the Support Line. If you have never 
consented to participate there’s nothing you need to do.  

 

If you are still receiving a service from the Support Line, there’s no need to complete this now. We 
will send another reminder in a couple of weeks. [First email prompt] 

 

If you are still receiving a service from the Support Line, that’s ok, you can still complete this 
survey. [Second email prompt] 

 

If you have any questions, please feel free to contact the PRC evaluation team by emailing: 
vhamilton@parentingrc.org.au. 

 

Thank you again for being part of this valuable work. 

 

Warm wishes, 

 

[NAME] 

 

 

 

  

Please click here to complete the brief survey 

 

mailto:vhamilton@parentingrc.org.au
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Appendix E. Education and Advocacy Disability services and websites 

Table A2. Overview of websites and services in Australia for families of a child with disability seeking advocacy in the education sector 

Service  Eligible concerns or issues   Jurisdiction  

People with Disability Australia 
(PWDA): https://pwd.org.au/get-help/supporting-students-
with-disability/  

• Advocacy information services and 
advocacy assistance in the 
Education sector  

NSW  

• Sydney  

• South-Eastern Sydney  

• South-Western Sydney   

Disability advocacy services for families in Australia (not 
support lines)  

https://www.das.org.au/    

• Advocacy information (across 
sectors)  

Northern Territory   

• Alice Springs, Amoonguna, 
Tennant Creek and surrounding 
areas in Central Australia.  

Family Advocacy   

https://www.family-advocacy.com/ordinary-lives/school-
years/  

Service for people with developmental disability. Provides 
information, education, and resources to promote self-
advocacy. Does not advocate on behalf of client and 
therefore does not case manage.  

• Advocacy support across sectors 
for people with developmental 
disabilities  

• Early Childhood  

• School Years  

• Housing  

• NDIS  

New South Wales  

Queensland Advocacy for Inclusion: (also help 
parents) https://qai.org.au/young-peoples-program/  

  

Advocates help children and young people 
(from birth to 18 years) with disability in 
Queensland (general advocacy, including 
education)  

Queensland  

Disability Rights Advocacy Service 
(SA) DACSSA: https://www.dras.com.au/  

Advocacy information, and general 
advocacy assistance (including education)  

South Australia:  

• Adelaide metropolitan area  

https://pwd.org.au/get-help/supporting-students-with-disability/
https://pwd.org.au/get-help/supporting-students-with-disability/
https://www.das.org.au/
https://www.family-advocacy.com/ordinary-lives/school-years/
https://www.family-advocacy.com/ordinary-lives/school-years/
https://qai.org.au/young-peoples-program/
https://www.dras.com.au/
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• Adelaide Hills  

• Murray Bridge  

• South East SA and 
Coorong/Riverland  

Youth Disability Advocacy Service 
(VIC) https://www.yacvic.org.au/ydas/advocacy/get-
advocacy-support/#TOC-2  

Advocacy information and 
advocacy assistance for disabled young 
people, aged 12 to 25 (general)  

VIC  

Developmental Disability WA  

https://ddwa.org.au/   

Support coordination, 
individual advocacy and family peer 
support for developmental and intellectual 
disability  

Western Australia  

ACD Tas  

https://acdtas.com.au/   

Information and training, advocacy, case 
coordination, consultancy and peer support 
services  

Tasmania  

https://www.yacvic.org.au/ydas/advocacy/get-advocacy-support/#TOC-2
https://www.yacvic.org.au/ydas/advocacy/get-advocacy-support/#TOC-2
https://ddwa.org.au/
https://acdtas.com.au/
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Appendix F. Parent feedback about the Support Line  

Baseline survey feedback 

Despite multiple diagnoses sent to school, they still will not give my daughter and IEP or SSGs. ACD 
have been invaluable in supporting me and my child at school meetings to help garner support for 
her! Their knowledge and support have been amazing! I couldn't have done it without them! My 
daughter is currently being bullied regularly at school, and recently, at a party involving school 
children. It's urgent, but the waiting time to access support via ACD is 10 Days. It’s a long time to wait 
when your child's in the crosshairs! Hoping to get more help asap! 

Doing a great job good service 

Helpful and easy 

My recent call was very blocking, at times unprofessional  and argumentative. It was an older women. 
It actually left me disheartened, more hopeless and abandoned by a service we desperately need 
given we can't get her into a school elsewhere. Unable to afford counselling and psychology due to 
bullies and staff at her school.  Suffer in silence and don't call back was her message. 

N.B. Only feedback related to the ACD Support Line have been included here.  

 

POST SURVEY FEEDBACK  

The support has been amazing, at a time when I felt there was no hope and completely lost the 

support worker was able to help me navigate a hard situation and took a lot of the stress away 

as I gave authority for her to act on my behalf. I don’t know how I would have gotten through this 

without her.   

[Staff name removed] is great. It’s not her fault my son is still not permitted to return to school 

after nearly 2 months since being chucked out   

This service is exceptional!  

Wonderful service that helped me feel empowered to advocate for my child.   

I have received support from [Staff name removed] on two occasions. I found her very 

knowledgeable and professional. She showed me and my child a lot of empathy and 

understanding. She is able to explain everything clearly and offers excellent insight. We would 

have been lost without her support as I try to advocate for my child's needs.   

[Staff name removed] has been an incredible support. From advice on starting prep to 

supporting me to address discriminatory practices at school, her approach was professional, 

kind and evidence-based. Her impressive skill level at listening and critical thinking meant the 

support I received was specific to my case and provided brand-new information and resources I 

would not have found without ACD.  
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I fear it is not worth the mental health to bother ACD anymore.  3 dealings with them and the 4th 

were disgusting  

[Staff name removed] has been an incredible help. I would not be able to advocate for my child 

without ACD. Very grateful for this service.  

[Staff name removed] is fantastic. It’s not her fault my issues have not been resolved yet.   
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Appendix G. Attrition analysis  on outcome variables at baseline 

Table A3. Means, Standard Deviations and Results for the Attrition analysis 

Outcome variable M (SD) 

Baseline 
only 

M (SD) 

Baseline + 
Post 

t-value p-value 

Q1. Parent understands child’s rights 4.88 (1.29) 4.92 (1.80) -.099 .921 

Q2. Parent understands processes to raise issues 4.78 (1.15) 4.69 (1.89) .204 .839 

Q3. Families feel actively involved in child’s 
education or relevant service 

4.73 (1.72) 4.54 (1.85) .347 .730 

Q4. Parent confident to address issues 4.80 (1.47) 5.08 (1.89) -.542 .590 

Q5. Parent skills to collaborate on issues affecting 
child 

5.20 (1.65) 5.081.49) .230 .819 

Q6. Parent believes child’s needs are understood 
by education setting / service 

3.73 (1.63) 3.54 (2.26) .338 .736 

Q7. Parent feels they and their child are heard and 
understood 

3.34 (1.46) 3.69 (2.06) -.682 .499 

Q8. Parent feels hopeful about child’s 
opportunities 

3.76 (1.76) 3.23 (2.05) .903 .371 

Q9. Expect increased reasonable adjustments for 
child 

3.78 (1.71) 3.38 (2.22) .676 .502 
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Appendix H. Outcome variables: Means and standard deviations 

Table A4. Means and Standard Deviations on all Outcome Variables 

OUTCOME  PRE POST 

 M SD M SD 

Understand child’s rights  4.87 1.40 5.35 1.63 

Understand processes to raise and address 
issues  

4.76 1.35 5.60 1.39 

Feels actively involved in child’s education 
or relevant service  

4.69 1.74 5.40 1.57 

Knowledge, skills and confidence to self-
advocate for their child  

4.87 1.57 5.55 1.39 

Skills to work collaboratively in education 
setting  

5.17 1.59 5.45 1.39 

Child’s needs are understood by education 
setting or other service 

3.69 1.78 4.45 1.96 

Feel heard and understood 3.43 1.61 4.85 1.89 

Feel hopeful about child’s opportunities 3.63 1.83 4.30 1.69 

Believe reasonable adjustments will be 
made for child 

3.69 1.83 4.75 1.45 

 


