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1. INTRODUCTION 
 

a.) Background – Legislation  
 
The Children and Families Act 2014 Sections 19 (c), 26 (3), 32 and 49 places a statutory duty 
on Local Authorities to provide impartial information, advice and support (IAS) for children, 
young people and parent/carers regarding Special Educational Needs and Disability (SEND) 
across education, health and social care relating to children and young people’s educational 
outcomes. 
 
The Special Educational Needs and Disability Code of Practice 0-25 years sets an expectation 
that children, young people and parents /carers should be involved in the identification, 
assessment and decision making about the provision to meet special educational needs or 
disabilities. 
 
Access to free, accurate and impartial information and support, promotes effective partnership 
working and recognises the importance of the active involvement of child, young person and 
parents / carers in decisions about special educational provision.  
 
The Children and Families Act 2014 and the revised SEND Code of Practice are intended to 
strengthen the participation of children, young people and parents / carers.  The National IASS 
network provides a national quality framework with a set of Quality Standards, endorsed by 
the Department for Education, to support the statutory provision of impartial information, 
advice and support as set out in the legislation and associated guidance.  The National IASS 
network have since produced new minimum standards which have been endorsed by the 
Department of Education.  
 

b.) IASS Vision  
 
We believe that children, young people and their parents or carers should be involved in the 
identification, assessment and decision making about provision to meet special educational 
needs and disability (SEND).  Also, that access to free, accurate and impartial information, 
advice and support, promotes effective partnership working and recognises the importance of 
the active involvement of children, young people and parents/carers in decisions about special 
educational provision.  Therefore, our vision is that every child and young person in Bracknell 
Forest with SEND and their parents/carers are aware of our service, understand what we do 
and know how to contact us.  We seek to engage as much as possible with children and young 
people themselves (as well as parents or carers).  Our goal is to always provide timely high-
quality information, advice and support which is accessible to all.  We want all service users 
to feel empowered with relevant information, advice and support, enabling them to make 
informed decisions.  We aim to make continual improvements to our service though analysing 
service user feedback and reflecting on best practice.  
 
 c.) IASS Mission 
 
We provide information, advice and support to children and young people and their 
parents/carers about matters relating to SEND, including matters relating to health and social 
care.   We provide a free and confidential service which is run at arms-length from the Local 
Authority and Clinical Commissioning Groups. 
 
We work to the IASS quality standards and IASS minimum standards.  We review our service 
regularly to ensure compliance with these standards and seek regular service user feedback 
which we analyse and make service improvements accordingly. 



 
 
 

d.) IASS Development to date 
 
Bracknell Forest Parent Partnership Service was established in 1999, with one part-time 
member of staff. In line with the 2014 SEND reforms, it was decided to build on this existing 
Parent Partnership service and work began in the summer of 2014 to highlight the gaps in 
service provision and to establish a way of developing the service. In October 2014, the 
service became Bracknell Forest Information, Advice & Support Service (IASS), with a new 
logo, service leaflets and a web presence on Bracknell Forest’s local offer.  
 
In 2014, nationally IAS services were given the opportunity to apply for funding from the 
Council for Disabled Children (CDC) to provide independent support (IS).  IS was a service 
for parents/carers and young people who were transferring from Statements of Special 
Educational Needs to Education Health and Care Plans (EHCP) or those who were requesting 
an EHCPs for the first time.   Later the remit of IS extended to cover Annual Reviews of existing 
EHCPs.   In October 2014, Bracknell Forest IASS were successful in securing a bid for IS 
work in Bracknell Forest.    
 
Voluntary organisations were also given the opportunity to apply for funding to carry out IS 
work.  Adviza were successful with their bid to provide IS across Berkshire. IASS worked 
closely with Adviza to write a Memorandum of Understanding in order to work collaboratively 
to ensure Bracknell Forest parents/carers, children and young people could access IS. We 
regularly met to discuss best practice and recent developments.  
 
The IS funding was to be used to develop the IAS service as well as to provide IS.  The funding 
allowed the service to employ two additional part time members of staff to support the service.  
It also enabled us to purchase the software system, CrossData to keep service users and case 
work information in one secure online location and to allow more in-depth analysis of service 
needs, demands and source of referrals.  
 
In July 2018, the Independent Support contract ended.  IASS worked with Adviza to ensure 
that there was a handover process.  IASS would now deal with all SEND related queries in 
Bracknell Forest.  
 
With the Independent Support programme ending in July 2018, a new opportunity arose 
nationally for IAS services to tender for a contract with the Council for Disabled Children. In 
June 2018, we submitted our tender application and in July 2018, we received confirmation 
that our tender had been successful.  The next step was to prepare a detailed self-review 
document.  We reviewed our service compliance in line with the SEND Code of Practice and 
IASS Quality Standards and draft new minimum standards.  In June – September 18 we asked 
for feedback about our service from service users and a wide range of other professionals, we 
set up face to face meetings, email questionnaires and telephone interviews to collect the 
feedback.  From our own review and feedback, we prepared a detailed self-review document, 
which was submitted to the Council for Disabled Children in September 18.  
 
In December 2018, we submitted a detailed operational development plan, including 
operational plans for the next two financial years and a risk register and five funding bids, to 
the Council for Disabled Children.   We were successful in securing the full funding across the 
five bids.  In July 2019, were able to appoint a Child / Young person officer to expand our 
service offer to better meet the needs of children and young people.  Our new employee will 
start in September 2019.  
 



The service during this academic year comprised of three part-time members of staff: 
 
Senior IASS Co-ordinator (job-share) - Local Authority funded 24 hrs pw term time only 
Senior IASS Co-ordinator (job-share) – funded by CDC 18 hrs pw term time only  
Administrator – funded by CDC 9 hrs pw all year round 
 
 

2.) KEY ACHIEVEMENTS THIS YEAR 
 

 
a.) Summary of Achievements 

 
Following our self-review conducted last academic year, the first part of this year has focused 
on future planning.  In December 2018, we submitted the following to the Council for Disabled 
children: 
  

• an Operational Plan 
• five detailed funding bids applying for the maximum funding available of £45,900 
• Two operational plans one for April 19-March 20 and one for April 20-March 21 (see 

appendices) 
• A risk register 

 
Our plans focused on becoming fully compliant with the new minimum standards and  
highlights were our aims to; become a jointly commissioned service with Education, Health 
and Social care, move our office to a location outside of Time Square, recruit a Child / Young 
person case officer, start a Volunteer project, take ownership of our budget, set up a steering 
group and set up an IASS website and stock it with a range of resource and factsheets. 
 
We received confirmation in February 2019 that we had been successful in all of our five 
funding bids and the new IAS contract commenced in April 2019. We were subsequently sent 
a task order setting out the funding conditions and completed a statement of engagement.  
 
In April 2019, we submitted a case study to the Council for Disabled Children entitled 
‘Reviewing our service and planning for the future’.  We received positive feedback for this 
case study, it was shared with the Department of Education and has been published on the 
Council for Disabled Children’s website. 
  
In July 2019, we completed an update report and were able to evidence good progress 
towards meeting our goals.  
 
We had started work on becoming jointly commissioned with health, social care and education 
and had contacted relevant professionals, drafted a Service Level Agreement and produced 
a document entitled SLA – the law and our involvement to support our initial discussions.  
 
We had started a volunteer project, were advertising for volunteers, had a written volunteer 
agreement and had recruited two volunteers who were helping to raise awareness of the 
service, reviewing our information on websites and helping us to prepare additional factsheets.  
We gained management of our budget and were having regular finance meetings and had 
gained line management approval to move out of Time Square and had started to research 
options. We had also prepared a job description, advertised and held interviews for a Child / 
Young Person Case Officer successfully appointing a candidate in July 2019 with a start date 
of September 2019.   
 
 



 
b.) Working with Server Users Statistics 

 
Service users self-refer to the service. We are aware that they are signposted from a variety 
of sources.  We collect this data so that we can analyse where to focus our raising awareness 
efforts.  In this academic year, service users were signposted by schools, CAMHS, Parent 
Carer Forum, Sensory Consortium, Autism Berkshire, Parenting Special Children, family and 
friends and internet searches.  Also from many Local Authority services including the SEN 
team, Social care teams, Family Intervention Team, Education Welfare Service, Family 
Information Service, Short Breaks service, School Admissions Team and the Child 
Development Centre. 
 
When a service user self-refers, we explain our impartiality and confidentiality and they are 
given the option of going on to our confidential software system, CrossData.  The majority, but 
not all of our service users consent to going onto the system.  Where an individual opts out 
we record our case work as an anonymous enquiry.   
 
During the academic year of September 2018 to August 2019, IASS provided information, 
advice and support to 149 service users. The way in which we have provided information, 
advice and support is broken down in the chart below.  
 
 
Type of support Number academic year 18/19 
Homevisits / Face to face meetings with service users  87 
School Meetings/LA meetings attended with service users 69 
Service users helpline calls 523 
Service user email service 1975 

 
The majority of our information, advice and support falls in the following categories:  
 
In connection with the EHCP process, including: 

• Considering whether to request an EHC needs assessment and explaining the 
process 

• Submitting views or an EHC needs assessment request letter 
• Support at draft planning meetings  
• Reviewing draft EHC plans 
• Support in considering school options 
• Discussing legal tests re: naming a school  
• Support with disagreements and appeals (including mediation) 
• Support with the Annual Review process  

 
In connection with SEN Support, including  

• Support to understand the SEND Code of Practice and Children and Families Act  
• Support in preparing for school meetings  
• Impartial support at school meetings  
• Support to families experiencing school refusal or anxiety and other mental health 

difficulties 
• School transport enquires 
• Support in relation to a child’s medical needs at school  
• Alternative provision for those who cannot attend mainstream school  
• Signposting to other services e.g. Berkshire Healthcare, SEND local offer, support 

groups, Short Breaks, Social care services 
 



We reflect on trends and we have regular meetings with the SEN team where we have an 
opportunity to share our observations and feedback any issues. 
 

c.) Raising Awareness of the IAS service 
 
The SEND Code of Practice says that Local Authorities must take steps to make their 
information and advice services known to children, their parents and young people in their 
area as well as schools and colleges.  The IAS service, whilst small, places great emphasis 
on raising the profile of the service.  During this academic year, IASS have regularly contacted 
numerous individuals and services to ensure that they and their staff have enough service 
leaflets and offered to speak at team meetings.  We keep a spreadsheet to ensure that we are 
keeping in contact regularly.  Amongst those we have contacted, spoken with and / or met up 
with are the SEN team, Children’s Centres (including Children’s Development Centre), Youth 
Offending Team, Inclusions Team, Learning and Behaviour Co-ordinator, MASH, Short 
Breaks, Independent Reviewing Officers, Social Care and Education Transport. 
 
From outside the LA we have contacted, spoken with or sent our leaflet to the following: local 
schools/colleges, CAMHS, Sense, Sensory Consortium, CCG, Parenting Special Children. 
 
We are aware that whilst we are a service for children and young people, nearly all of the 
service users getting in contact with us are parents.  With this in mind we used the funds from 
Council for Disabled Children to obtain approval to employ a Children and Young Person’s 
Adviser. We appointed a candidate and they are due to start in September 2019.  
 
We endeavour to attend all the Parent Carer Forum events and also contribute to their 
newsletters. We also attend Autism Berkshire coffee mornings, a Kennel Lane coffee morning 
and the Secondary School Senco forum. We prepared and presented on School’s duties for 
those with SEND in a parent workshop arranged by the Family Intervention Team and have 
been invited to become a regular feature of their workshops. 
 
We are also involved in Bracknell Forest’s SEND improvement meetings and attend on a 
regular basis.   
 
 

d.) IASS Staff Training and Development  
 
This year our staff attended the following courses:  
 

• Ipsea levels two and three legal training 
• Autism training 
• Anti-Bullying Alliance Training 
• Boyes Turner SEN conference 
• GDPR training 

 
We were also present at all South East Regional IASS meetings held this academic year, 
along with other IASS managers / officers where we shared general information and updates.  
 
 

3. SERVICE EVALUATIONS AND FEEDBACK 
 

a.) Short & Extended Service Evaluation 2017/2018  
 
We asked 100 service users for their feedback of the service that they received in the form of 
a questionnaire.  Service users were either sent short or a long service questionnaire, 



depending on the extent of the support provided.  Over the two questionnaires we had a 32% 
return rate, which is up from last year’s 30% but we will continue to try to improve the return 
rate. 
 
We sent out 35 short evaluation forms for service users falling into the level one category 
(where IASS has spent less than two hours work and no face to face meetings). We received 
5 back, which is a return rate of 14% We will continue to consider how to get a higher return 
rate.   
 
Please see appendix 1 for full short evaluation form results.   
 
We sent out 65 long evaluation forms for level two and above parents and received 24 back 
37%   return rate.   We received very positive feedback.  Please see appendix 2 for full 
extended evaluation form results  
 

b.) Informal feedback 
 
We found that we were receiving a lot of feedback more informally, usually through emails and 
we are now recording this feedback and it is included in our monthly reports.   All feedback 
has always been positive 
 

4. FUTURE PLANS 

We will continue to work with the Council for Disabled Children and ensure that we comply 
with all relevant requirements in the task order to include being jointly commissioned, having 
our own website and moving offices.  We will seek to secure any future funding which may be 
available from the Council for Disabled Children to support us with our future plans.   

Our raising awareness efforts going forward will have particular emphasis on reaching children 
and young people in Bracknell Forest who have or may have SEN via our Child / young person 
case officer and having an accessible and fully stocked website.  

We will continue to develop our service, by producing more factsheets for parents, ensure we 
review and, where necessary improve our policies.  

We will continue to reflect on our service, comparing it to the IASS Quality Standards and the 
minimum standards.   

5. APPENDICES 
 

a.) Short Evaluation Form results 
  

b.) Extended Evaluation Form results  
 
 
APPENDIX 1 
 
Short Evaluation Form Feedback for academic year 18/19 
 
Short evaluation forms were sent to “level 1” service users who had received less than two 
hours of support and no face to face meetings.  
 
Evaluation forms sent: 35  



Evaluation forms returned:  5 
Return Rate:  14%    
 
 
Results 
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Feedback  
 
Excellent service. Thankyou! 
 
Have already recommended this service to others 
 
Keep up the good work in supporting parents who are in a challenging situation 
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5.  Overall how satisfied are you with the 
service we gave?  
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6. How likely is it that you would recommend 
the service to others?



 
APPENDIX 2  
 

Extended Evaluation Form Feedback for academic year 18/19 
 
Extended evaluation forms were sent to level 2 + service users who had received 
more than two hours of support, often with face to face meetings.  
 
Evaluation forms sent: 65 
Evaluation forms returned: 24 
Return Rate:  37%    
 
 
Results 
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after you first got in touch?
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1c. How well do you think we understood 
your questions or concerns?

1d  How did you hear about us? (Select all 
that apply) 

friend

SEN team

internet search

An Ed Psych/advisory teacher

health professional

I had a leaflet

school/college

SEND local offer

Parent Carer Forum

Autism Berkshire



 

2b When you asked us to help did we (select all that apply): 
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helpful
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2a.  How helpful was the information, 
advice and support we gave  you?

Return your calls, emails or texts quickly? 100% 

Keep in touch with you so you knew what was happening? 100% 

Explain why decisions were made and what would happen 
next? 

100% 

Listen to what you wanted to say and how you were 
feeling? 

100% 

Treat you with respect? 100% 

Explain who people were and what their role was? 100% 

Provide a confidential service? (In other words, if you told 
us something did we always check with you that it was ok 
for us to tell other people what you had said) 

100% 

Give you the information and advice that you wanted? 100% 



 
 

 
 

 
 
 
4b. Can you tell us more about the difference(s) we made for you? (Select any that 
apply) 
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think we were (did we avoid taking sides)?
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4a.  What difference do you think our 
information, advice or support has made for 

you?

I feel that my needs and concerns are better understood than 
they were 

84% 



I now get on better with staff at my/my child’s school or 
college                  

32% 

I now get on better with staff who work for the Local Authority 20% 

I feel more confident                                                                                     88% 

I have a better understanding of the Special Educational 
Needs and Disability Code of Practice and the arrangements 
that should be made for children and young people with SEN                                                           

92% 

I feel more involved in decisions about my/my child’s 
education                 

68% 

I am happier / less worried about my future                                                 52% 

I feel that things have got better for me/my child because of 
the help I have had from the Information, Advice and Support 
Service                               

76% 

Other Comments: 
 

• Made it easier to choose a school 
• Having someone know information about the help the schools can give 

and just having the support from Debbie to help get that support my child 
needs within the meeting held 

• Reassurance before the AR 
• Having Rachel with me during the key meetings with the school made a 

great difference: she reminded me of points I had wanted to raise if I had 
forgotten to bring them up, and would challenge the staff on my behalf to 
voice my concerns if I couldn’t find the words.  Her support has been and 
continues to be invaluable to me. 

• I feel empowered and more confident with the EHCP process 
• Always made clear I had options and a say in my daughter’s education 
• My child’s mental health has improved due to the support of IASS as 

secured alternative provision 
• Much more detailed EHCP.  Helped understand process better 
• The manager assigned was professional with warmth and care.  She 

always almost returned calls on the same day and she picked up emails 
while on annual leave.  She has shown lots of care and concern for our 
case.  Her involvement gave me new confidence and faith in the whole 
process of my EHCP application for my child.  We appreciate her time 
and involvement given.  Her ability to empathy is vital, her willingness to 
hear us out made us at ease.  Her office colleague was also helpful in the 
absence of her at the office.  Always willing to lend a helping hand.   As 
parents, we are very pleased to share our pleasant experiences and 
testimonial to other parents who needed their services. 
 



 
 
 

 
 

5b Was there anything we could have done better? 

I have been very happy with the service provided so far.  As it is early days, I don’t think I 
can comment any more at the moment. 

There is nothing more you could have done better.  You are all SUPER STARS AND 
ANGELS. 

Nothing 

I can’t think of anything you could improve.  I’m very happy with your service! 

No, you already do an extraordinary job with my son’s case.  Thank you so much. 

No.  You are all exceptional people.  Nothing is ever too much. 

No, this has been the best support and advice during a difficult year.  I only wish I had known 
about it earlier. 

The only criticism I would make is that the service is underfunded so the staff are not full 
time and hence cannot provide the service I am sure they would like to. 

Hope there are more staff to assist.  As parents could almost always confused what level 
best they have to bring to their child.  Having the same person to handle the case will ease 
some communication tension, also not repeating some personal and private info… 
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6b Is there anything else you want to tell us about the service? 
 
Encrypted emails – would prefer normal email as encrypted system deletes emails after one 
month and I hadn’t downloaded all the documents yet so lost a few. Plus a faff to login to 
encrypted system. 
 
We can’t thank Rachel enough for all her help. 
 
Great service for parents who need advice when they are in crisis.  Help to make a bad 
situation a lot clearer 
 
I didn’t know about this service until a professional from CAMHS recommended you.  I think 
more people need to know you exist within their borough.  I have recommended this service 
to a few friends who need help 
 
This is truly sincere answer; I believe with all my heart, that if not the fully professional and 
dedicated help of IASS staff, especially Mrs Simpson, my son’s future education would be in 
vein and I would be forced to home educate him.  Since first contact I felt not alone with the 
battle for the right education for my child and I have not only received the best impartial 
advice but also received a moral support so much needed.  I have been touched with 
kindness shown by staff.  I’m not really good in expressing my gratitude but I feel I would 
have not accomplish anything without IASS.   Further comment in an email accompanying 
the form as follows:  I could not thank you enough for your help and kindness.  You have 
really moved me on Friday when you call late hours.  That was so nice of you.  You have 
empowered me to fight for ****.  We will always be grateful.  Sending you the biggest hug 
ever. 
 
I have received invaluable support and advice.  The service is easy to contact through email 
or telephone and I’ve always been given excellent advice when unsure what to do about a 
specific situation. 
 
There is no word strong enough to thank all of you and Rachel in particular. 
 
Thank you so much for all your help. 
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6a How likely is it that you would 
recommend the service to others



This is a great service and I am very grateful for all help and advice.  You all do a fantastic 
job! Thank you! 
 
The service that you provide is a lifeline to SEN parents.  It is nice to know that IASS is 
supporting parents especially when it feels like other services are against them.  All staff at 
IASS have all been extremely helpful and I wouldn’t be where I am now without them. 
 
This service should be promoted more so that more parents are aware of it and how it can 
help. 
 
I am not sure we would have known about you if it wasn’t for a family recommendation, I 
would advise all parents in the same situation to contact you. 
 
Excellent people, excellent advice.  Thank you for all your help. 
 
The Bracknell team did so well that was beyond my expectation!  Thank you! 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 


