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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 (C, YP & P/C) regarding Special Educational Needs and Disability 

(SEND) across education, health and social care relating to C & YP’s educational outcomes. 

The Special Educational Needs and Disability Code of Practice 0-25 years (COP) sets an 

expectation that C, YP & P/C should be involved in the identification, assessment and decision 

making about the provision to meet special educational needs and/or disabilities. 

Access to free, accurate and impartial information and support promotes effective partnership 

working and recognises the importance of the active involvement of C, YP & P/C in decisions 

about special educational provision.  

The Children and Families Act 2014 and the revised COP are intended to strengthen the 

participation of C, YP & P/C. 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 minimum standards which 

have also 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 (EHC plans) or those who were requesting an EHC 

plan for the first time.   Later the remit of IS extended to cover Annual Reviews of existing EHC 

plans.  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 that 

Bracknell Forest parents/carers, children and young people could access IS. We regularly met to 

discuss best practice and 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, an opportunity arose nationally 

for IAS services to tender for a new contract with the Council for Disabled Children and funding 

bids.  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 2018 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 2018.  

In December 2018, we submitted a detailed operational development plan, including operational 

plans for the next two financial years and a risk register, to the Council for Disabled Children.   We 

also applied for the maximum funding available across five separate funding bids (totalling 

£45,900).  We received confirmation in February 2019 that we were successful in all 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. We 

completed an report on our progress with the requirements in the task order in Summer 2019 and 

a further report in Autumn 2019.  

In February 2020, we applied for additional funding and submitted an updated operational plan 

for April 20/March 21. We were successful in our application and the full amount of funding was 

agreed subject to achieving our goals. We continue to report to our funders as required and have 

also produced case studies, as requested. We receive very positive feedback on our reports and 

case studies from the Council for Disabled Children. One of the case studies was sent to the DofE 

and published in the IASSN newsletter. We have fully complied with the requirements set out in 

our task orders and accordingly, received the full amount of funding.  

The service during this academic year comprised of four 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 

Children and Young Person’s Officer funded by CDC 18 hours pw all year round 

 

2. KEY ACHIEVEMENTS THIS YEAR  

 

a) Summary of Achievements 

This year, we have focused on ensuring that we continue to provide a high-quality service, comply 

with the minimum standards and complete the tasks set out by the Council for Disabled Children 

in our task order. With the additional funds, we been able to do the following: 

• In September 2019, we appointed a Children and Young Person’s Officer who has taken 

many steps to raise awareness of the service amongst this group (see more below) and 

has also developed her leaflet and postcard and other resources after seeking input from 

CYP. This has greatly enhanced our service as we were previously generally only having 

contact with parents/carers and not CYP themselves. This has also enabled CYP to 

express their views in EHC plans, mediations and tribunal appeals and to have more of a 

voice. 

 



• In February 2020, we secured a signed Service Level Agreement and agreed joint funding 

and commissioning between education, health and social care. We have invoiced health 

and social care for their agreed contributions. We have prepared terms of reference and 

set up and attended termly steering group meetings with key members from education, 

health and social care. We have circulated the minutes and our monthly reports. These 

meetings have been useful to raise awareness of our service and to seek ways to improve 

our service. They have also enabled us to have closer links with health and social care.  

We are now better informed on health and social care issues and are therefore better able 

to provide a comprehensive service. 

  

• In March 2020, we set up our own stand-alone website in compliance with the minimum 

standards and the requirements set out in our task order. This is fully stocked with fact 

sheets, video clips and other helpful information. We have sought feedback on the website 

via parent and CYP questionnaires. We provided a voucher as a prize incentive to 

complete the questionnaires. We have sought feedback on our website from the Parent 

Carer Forum, representatives from education, health and social care and have made 

improvements as a result.  We have received very positive feedback about our website 

and it enables more self-service and wider accessibility. 

 

• We started a volunteer project and now have volunteers who support the service by raising 

awareness of the service, providing peer to peer support and admin help and helping us 

to prepare a fact sheet on transport. We have also prepared fact sheets on Preparing for 

Adulthood and Selecting Schools, health and medical conditions, tribunals and social care 

and plan to produce more. These steps take the pressure off the existing helpline and 

email service and enable us to get back to service users more quickly.  

 

• We have additionally sought to move out of the Time Square building (in response to 

feedback received in our self-review) and have obtained approval to move to the Family 

Centre and will do this once we have all returned to the office (we have worked from home 

since March due to the coronavirus pandemic). We have contacted those involved in our 

self-review to let them know about the proposed office move.  Whilst we receive positive 

feedback on our impartiality, the office move will also enable us to be seen to be impartial.  

 

• We also now have management of the budget (a requirement under our minimum 

standards) and attend regular finance meetings.  

 

From March onwards, we continued to provide an effective service from home, attending 

meetings remotely and providing a flexible service, working around service demand. We kept up 

to date with the new legislation and gave detailed advice on a wide range of queries. We found 

our service was needed even more during these times with families feeling increasingly isolated. 



We also gathered a lot of useful resources to send out to parents on managing during the 

coronavirus pandemic. We have also tried to help other services by sharing resources with them.  

 

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 Autism Berkshire, Schools, CAMHS, 

Early Help, Education Welfare, Family Information Service, family, friend, Homestart, internet, 

MASH, Parent Carer Forum, Parenting Special Children, Admissions, SEN team, 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 2019 to August 2020, IASS provided information, advice 

and support to 236 service users (approximately a 20% increase from the previous year). The 

way in which we have provided information, advice and support is broken down in the chart below.  

 

Type of support Number academic year 19/20 

Home visits / Face to face meetings with 
service users  

33 (last years was 87 but significantly less due 

to the pandemic) 

School Meetings/LA meetings attended with 
service users 

39 plus four mediations and one tribunal 

hearing. Less than last year due to school 

closures.  

Service user helpline calls 437 

Service user email service 1948 

 

Most of our information, advice and support falls in the following categories:  

In connection with the EHC plan process, including: 

• Considering whether to apply and explaining the process 

• Submitting views or request letter 

• Support at draft planning meetings  

• Reviewing draft EHC plan 

• Support in looking at school options 

• Discussing legal test re: naming a school  

• Support with disagreements and appeals (including mediation and tribunal) 

• Support with the Annual Review process  

This year, for the first time, we provided impartial support at a tribunal, to include helping the 

parent to prepare their opening statement, questions to ask and closing submissions. This also 



included speaking on their behalf at the tribunal to represent their views as they were unable to 

do so. We received very positive feedback on the support provided.  

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 and impartial support at school meetings  

• Support to families experiencing school refusal or anxiety and other mental health 

difficulties 

• Support, information and advice in relation to exclusions 

• School transport enquires 

• Supporting 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 topics. 

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/emailed are social care, 

school standards and effectiveness team, Early Help, Education Welfare, all schools, Primary 

School Senco forum, Secondary School Senco forum, Parenting Special Children, all Libraries, 

Sensory Consortium, Short Breaks, Inclusions Team, Approaching Adulthood, CTPLD and the 

Autism Team. The SEN team also send our details out with their letters to parents/carers.  We 

also ensure that our leaflets are included in the annual review packs prepared by Kennel Lane 

School.  

We have also analysed our ethnic reach and numbers of health and social care cases and raised 

awareness in these areas, where needed.  

We endeavour to attend Parent Carer forum meetings when asked and attended a Parenting 

Special Children coffee morning as the guest speaker to talk about our service.  

Our CYP Officer has also been very proactive in raising awareness of her role and the service 

and has emailed all schools, the Secondary Senco Forum, met with SILSIP to discuss 

participation, met with BOOM, emailed Youth Workers and Short Breaks and the Family 

Information Service. Our CYP Officer has also attended sessions at Activate Learning, Bracknell 

and Wokingham College and a local primary school and local secondary school and Youth Clubs.  

Our CYP Officer has additionally liaised with a representative from the CCG Participation 

Network.  This has significantly raised awareness of the service amongst CYP and resulted in 

greater contact with this group of service users.  



We are also involved in Bracknell Forest’s SEND improvement meetings and attend on a regular 

basis.  We additionally attend the East Berkshire SEND meetings regularly and obtain useful 

updates and information which enables us to provide a better service.  Attending both of these 

meetings also raises awareness of our service.  

 

d.)  IASS Staff Training and Development  

This year our staff attended the following courses:  

• Ipsea level two and level three training, online and face to face  

• Engaging CYP  

• SEN Conference (with Matrix, Ipsea and Tribunal Judge) 

• GDPR online refresher training 

• Webinar on CYP entitlement to SEND by Steve Broach 

• Tribunal training 

• Mental Health 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. We also 

shared resources with other IAS services and discussed our SLA with neighbouring services and 

shared templates to ensure consistency. 

 

3. SERVICE EVALUATIONS AND FEEDBACK 

 

a.) Short & Extended Service Evaluation 2019/2020 

We asked 88 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 23% return rate, 
which is lower than last years of 32%. There are several reasons for this: 
 

• Service users were more overloaded (due to the pandemic) and therefore returned less 
forms 

• We were unable to physically give feedback forms to service users which usually 
generates a bigger return 

• Our encrypted system changed and several service users said that they wanted to return 
the feedback forms but were unable to do so via the new system.  

 

We sent out 32 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 2 back, 
which is a return rate of 6%. 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 56 long evaluation forms for level two and above parents and received 18 back, a 
32% return rate.   We received very positive feedback.  Please see appendix 2 for full extended 
evaluation form results  
 
Despite having slightly less feedback forms returned, service users remained very fulsome in 

their verbal praise (please see more below). 

Informal feedback 
 
We receive a lot of feedback informally (usually through emails) and we are now recording this 
in our monthly reports.   All feedback has always been positive. We have included a few 
examples below: 
 
Thank you very much for your attendance at XXX’s Annual Review Meeting - your support was 

totally invaluable! Thank you for taking the time to write such detailed notes of our meeting, this 

will be so helpful to refer back to during the course of the next year. 

You have kindly helped me in the past with regards to applying for my sons EHCP, and I found 

your services outstanding. 

The service you guys provide is literally life-changing for families, and I could not be more 

grateful for all the help and support you have given me over the last couple of years, with not 

only this issue but also sorting XXX’s EHCP. 

Finding you has been a god send, I couldn’t have done it without you. 

I've literally sat in tears with this. It's so stressful….. Thank you so much, I honestly do not know 

what I would've done without you! 

 

4. FUTURE DEVELOPMENTS – WHERE DO WE GO FROM HERE 

We will continue to work with the Council for Disabled Children, following our operational plan and 

task order and ensure that we comply with all relevant requirements to include seeking feedback 

on our website and making the necessary improvements and setting up our own Facebook page. 

We will continue our efforts to raise awareness of the service, with a particular emphasis on raising 

awareness amongst children and young people in Bracknell Forest who have or may have SEN 

via our CYP Officer.  

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.   

We will continue to liaise regularly with relevant partners and other services, including education, 

health and social care.  



 

 

5. APPENDICES 
 

Short Evaluation Form results 
  

Extended Evaluation Form results 
 
 

APPENDIX 1 

 

Short Evaluation Form Feedback for academic year 19/20 

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: 32 

Evaluation forms returned: 2 

Return Rate:  6% 

 

Results 

 



 

 

 

 

 

 



 

 

 

 

 

 

 



 

 

Consent from service user received to publish their comments on our service: 

I would like to thank Debi for all her help over the past year or so.  My son was in a terrible 

situation with his last school, but with Debi's help and information, it gave me a good stand to 

know what his rights were within the education system, how XXX school were short falling and it 

gave me the confidence to move him to another school.  A move that I only wish I had done 

sooner.  The information and sympathetic ear was greatly appreciated when I was in total 

dismay and felt very hopeless at that current time.  The words thank you does seem to be 

enough as you will never know how much your help has impacted my family. 

 

APPENDIX 2  
 

Extended Evaluation Form Feedback for academic year 19/20 

 

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: 56 

Evaluation forms returned: 18 

Return Rate:  32% 

 



 

Results 

 

 

 

 

 

 

 



 

 

 

 



 

2b When you asked us to help did we (select all that apply): 

 

Return your calls, emails or texts quickly? 18 (100%) 

Keep in touch with you so you knew what was happening? 18 (100%) 

Explain why decisions were made and what would happen 

next? 
18 (100%) 

Listen to what you wanted to say and how you were feeling? 18 (100%) 

Treat you with respect? 18 (100%) 

Explain who people were and what their role was? 18 (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) 

18 (100%) 

Give you the information and advice that you wanted? 17 (94%) 

 

 



 

 

 

 

 

 

 



 

 

4b. Can you tell us more about the difference(s) we made for you? (Select any that apply) 

 

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

were 
14 (78%) 

I now get on better with staff at my/my child’s school or college                  3 (17%) 

I now get on better with staff who work for the Local Authority 2 (11%) 

I feel more confident                                                                                     15 (83%) 

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                                                           

15 (83%) 

I feel more involved in decisions about my/my child’s education                 9 (50%) 

I am happier / less worried about my future                                                 8 (44%) 

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                               
10 (56%) 

Other Comments: 

 

• Debi has been an absolute life saver. She’s gone above and beyond providing 

detailed information about my journey from starting the EHC assessment 

alone through to appeal heading to tribunal. She phones regularly even when I 

haven’t asked a question in a while, just to make sure I am getting on okay. 

She has listened to me while I cried in frustration while battling with the LA. 

She’s attending meetings just so I don’t feel alone. She’s given me so much 

time and support. I wouldn’t have got so far without her, without a doubt.  

• I feel that the school responded differently to my concerns when Rachel 

(IASS) was involved. 

• They have made me feel like I understand more about my right as a parent 

with special needs children 

• I feel I am more empowered and have a voice 

• I am so grateful to the IASS team. I have somewhere to turn to when I need 

help and advice and Rachel has always been incredible.  We are so lucky to 

have her knowledge and experience in Bracknell. 



• I am still at the beginning of my journey with your service. I’m looking forward 

to your practical advice too in future. Thank you for sending so much 

information, I feel better prepared from this perspective. 

• I feel more knowledgeable about my children’s education and more confident 

to make decisions. 

• Talking to others at the table in EHCP reviews is now much, much, much 

easier and having notes after is invaluable as it takes the pressure off during 

the meeting.  Thank you. 

• I can now communicate with my child’s other parent effectively 

 

 

 

 

 

 

 

5b Was there anything we could have done better? 

• Debi has been absolutely perfect. I guess maybe the only thing that might have been 

better from my point of view is if she was more biased. But that’s only because there 

have been so many difficult decisions to make and while she gave me everything I 

needed to make a decision, there were times when I would have liked her to make a 

suggestion. But that’s just me being selfish and insecure. I completely respect her ability 

to remain impartial while making me feel supported though.  



• No 

• No we were supported well throughout our journey 

• No, such a wonderful team and so knowledgeable 

• Nothing, Debi was amazing! 

• Not really 

• Not at all, the service is already fantastic!I feel so grateful for the help 

• No, your team is amazing, thank you. 

• You were/are brilliant, thank you! 

 

 

6b Is there anything else you want to tell us about the service? 

 

Available at short notice. Willing to help.  Gave me confidence in the meeting knowing if I 

missed anything Rachel would help at.  Great service.  So glad I was able to use and get 

support. Thankyou. 

 

I would have been lost without it. As my children were off-rolled, I have been fighting this ehcp 

battle entirely alone. If it weren’t for Debi, I don’t know where I’d be right now. She’s gone above 

and beyond anything I expected from the service. Having been let down time and time again 

from the LA and the schools, this has more than balanced out that negativity. I just can’t express 

enough how truly grateful I am for having access to such a helpful and supportive service. 

 



I only wish I had heard about you before.  I think school SENCO’s should hand your leaflet to all 

parents that have concerns about their child.  Same service user also added the following 

comments to some previous questions: 1a) scored 3 but said difficult to find out about you! But 

easy to contact once I discovered you. 1d) The SENCO at XXX told me but my child has been 

in her interest for 3 years before you were mentioned. 

 

Lovely lady – Rachel.  Very professional yet warm and friendly and very encouraging. 

 

A big thank you for all your help + support during our EHCP process 

 

Amazing service as always, I’m not sure what parents would do without this! 

 

Just want to say thankyou for all you do. 

 

Debi was really good at helping me understand each part of the process, she explained what I 

need to do for each part and when I needed to do it by.  Without Debi I would’ve been 

completely lost.  Not only did she help we with all of the above, she was emotionally supportive, 

especially as I had a lot of other things going on throughout the process, with her positive 

attitude and kind nature. 

 

Just how grateful I am for the help and as a result, I was able to apply for an EHC needs 

assessment and they agreed to assess. 

 

Your service is amazing and incredibly valuable to all parents. I don’t know what we would do 

without you!!!! Thank you! 

 

 

 

 

 


