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Supportive Parents – the SENDIAS Service in Bristol, North Somerset & South Gloucestershire
Supportive Parents provides free, confidential and impartial information, advice and support
(IAS) to parents and carers, children and young people with any type of special educational
need and/or disability (SEND). We also offer support to children, and to young people aged 16
– 25 with SEND, in line with the requirements of the Children and Families Act 2014.
Our IAS service covers all aspects of SEND from the earliest stages of concern, through SEN
Support in schools to support during statutory assessment, which may lead to an Education
Health and Care Plan (EHCP) and beyond. This includes social care and health concerns,
appeals, complaints and exclusions where SEND is identified. We liaise with and work in
partnership with Parent Carer Forums, other parent groups and vol sector services and
organisations in each authority. In many authorities, the SENDIAS Service is provided by a local
government officer, but government guidance supports as best practice the model of armslength independent service delivery as provided by Supportive Parents. We believe that in the
foreseeable future parents, children, young people and professionals, will continue to need
and benefit from the service we provide.
Our objectives
Supportive Parents has 5 primary strategic goals:
1. To support all parents, their children and young people with special educational needs and
disabilities, ensuring that they have equal educational opportunities.
2. To publicise the service, and to provide parents, children, young people and professionals
with accurate unbiased information.
3. To provide training for parents and others on SEND processes and to enable parents of
children and young people with special educational needs to support each other.
4. To encourage parents, voluntary groups, schools and other professionals to work more
closely together in the interest of the children and young people, and to support strategic
planning and service development by the Local Authority.
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5. To voice the views of parents and young people, to ensure that their voices directly influence
the development of local SEND services, policy and practice.
Our goals
Supportive Parents has 3 primary operational goals:
1. To provide parents, children and young people with information and training so that they
are well-informed about the range of services available to support them and to have increased
understanding of the SEN process;
2. To provide parents with support so that they become more confident of their expertise in
relation to their own child, enabling them to work more effectively in partnership with their
child’s education setting and with the Local Authority; and
3. To encourage families and professionals to work more closely together in the interests of,
and improving outcomes for children and young people with special educational needs.
Some of our achievements in 2017/18 included:
• Contributing regionally to advisory groups on commissioning of mediation service and the
work of the First Tier (SEND) Tribunal.
• Successfully delivering phase 4 of the Independent Support Programme. This additional
funding has enabled us to continue to deliver our enhanced and extended service until 1st
April 2018, including retention of all trained staff.
• Recruiting a new member of staff to the organisation: a new member of our IAS team (North
Somerset-based helpline post).
• Adding to our existing range of information resources and developing workshops to deliver
these new resources in a targeted way to groups of service-users.
• Recruiting new Trustees to our Board.
• Delivering presentations about our service and about SEND reforms, to EP doctoral trainees
at Bristol University, and to SENCOs, parents and professionals across 3 authorities.
• Delivering a termly issue of our newsletter and regular e-bulletins to our service users,
voluntary sector and other professionals, including a range of settings and services.
• Continuing to develop our service user satisfaction survey – contributing to national datagathering.
• All staff are continuing to update their skills, engaging in learning locally & regionally
including accredited legal training and safeguarding update training.
• Continuing to develop use of our data management systems and reporting so that our
processes are streamlined, transparent and secure, and provide quality data to our trustees
and to our commissioners to support service development. We advise LAs both on the delivery
of our service against set targets and of the level and extent of need and successful outcomes
demonstrated by our service-users.
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• Successfully raising grant funding to allow us to plan to update our website for young people
aged 16-25, undertake innovative service improvements, including recruitment of additional
training capacity to increase our offer, both in-house and across the region we cover.
• Successfully improving our telephone system so that callers no longer get an engaged tone
during live helpline sessions but can leave a message, and moving from an analog to a digital
system, so that more calls are responded to directly.
• With SENDIAS & CDC colleagues, facilitating a national review of the IS programme on behalf
of the IS Advisory Board
• Improving data security and putting all required policies and procedures in place so that we
are fully compliant with GDPR requirements by 25th May 2018.
Our goals for 2018-19 include:
• Securing DfE funding to deliver continuing Independent Support beyond March 2018, to
ensure that all families who need information, advice and support about SEND have access to
our extended service until future funding is secured.
• Securing DfE funding for the IAS Programme beyond June 2018 and completing a review of
our service across all 3 LAs with the support of all partners & stakeholders by December 2018.
• Negotiating future funding with all LAs, to include recognition of the need to additionally
fund a range of necessary developments and initiatives, in line with the Code of Practice and
the new minimum standards, including access to interpretation & translation.
• Holding an information and networking event to showcase our service and gather
information from service-users and professionals to support future planning and service
development.
• Transferring developments into sustainable practice and recruiting & retaining trained staff,
with a particular focus on our post 16 offer, local working and increased helpline capacity.
• Contributing to the development of new minimum standards for SENDIAS Services.
• delivering a minimum four workshops in each LA on draft EHCPs and Annual Reviews, to
include workshops focused on the needs of and specifically for young people, aged 16-25.
• Training all Local Coordinators to deliver our parent courses in each LA
• Updating and delivering a 4-session parent course to parent-carers on SEND in each LA.
• Recruiting and successfully inducting new staff across the organisation as required.
• Exploring the use of volunteers to increase awareness of our service and support to families.
• All staff completing accredited legal training in the new legislation, to level 3.
• Redesign of our website, working with focus groups including with young people to develop
a separate section, videos and resources for young people aged 16-25, which is of the highest
quality and fully accessible.
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• Updating our Business Plan, Strategic Action Plan, Business Continuity Plan and Hazard
Analysis for 2018-20.
• Continuing to train and support our staff on IT and data processing, GDPR and our data
management system, to improve security of data, efficiency and flexibility of working.
• Setting up governance training for all Trustees.

Our Team
Supportive Parents’ Board of Trustees 2017-18
Carolyn Sims – Chair – Parent member
Chris Gardner – Deputy-Chair – Chair, Employment Sub Group
Anne Bush – Treasurer
Moira Lloyd – Training - safeguarding
Meryl Woodgate – Trustee – Parent member
Maya Vaitilingam – fundraising – Parent member
Sue Osborne – fundraising – Health & Safety
Liz Kelly – Trustee – Parent member
Phil Cox – GDPR
Fabiola Garay – Co-opted member of the Board 19th Feb ‘18 – Deputy Treasurer – Parent
member
The role of Company Secretary is carried out by Maggie Potter, Head of Service.

Day to day management of Supportive Parents is delegated to the staff team. They are
currently:
Head of Service
Deputy Head of Service (currently also a Local Coordinator)
Office & Finance Manager
Information & Communications Coordinator
3 Local Coordinators (one for each Local Authority)
Post-16 Coordinator
8 Information, Advice & Support Team members
Independent Examiner:
Lloydbottoms
Charted Accountants
118 High Street
Staple Hill
Bristol
BS16 5HH

Tel (0117) 957 3537
Fax (0117) 9567919
email: mail@lloydbottoms.co.uk
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Report from our Chair of Trustees – 2017-18

Supportive Parents, delivering the Special Educational Needs and Disability Information, Advice
and Support Service in Bristol, North Somerset & South
Gloucestershire.
There are many big, national charities for disabled children, young
people and their families in the UK – Supportive Parents is not one
of them! We are immensely proud to be a local charity, set up and
delivered by local people specifically to meet the needs of local
families of children and young people with SEND. I believe that
there isn’t another SENDIAS Service in the country that can make
that claim.
We continue to recruit local people with a direct experience of SEND to join our board and our
staff team. Some of our trustees are founding members; our most recent members are putting
themselves forward to join our board at this AGM – and in our 30th year we are determined to
continue building on and enhancing our service into the future. I want to thank you all so
much, for your ongoing commitment and support.
Today, we remain as engaged, as focused, as innovative and pro-active as we have ever been –
and we have never been more needed. We recognise that local services are struggling to
identify and meet needs in the face of continuing budget cuts and the impact of a radically
evolving education sector. Supportive Parents may no longer be termed a “partnership”
service, but this remains our ethos and our ultimate goal – for children, young people and their
parents or carers to work together with committed professionals, to create personalised
opportunities and achieve the very best outcomes for disabled children and young people, and
their families.
I cannot speak too highly of our staff. They have climbed mountains and forged rivers this year,
as a team and as individuals. They are our heart and our backbone and I, on behalf of the
board of trustees, would like to thank them for everything they have done to make a
difference in young lives.
I’d also like to thank the Local Authorities and their officers, who fund our impartial service and
have continued to work with us and listen to us and to the voices of our service users – they
work so hard to do their best in difficult times. We have also had some generous additional
grant funding this year and we have continued to receive the IS grant from the DfE, which
provides us with the capacity to work creatively to achieve our goals.
Finally, I would like to thank our service users, who have shown faith in us and the Parent
Carer Forums, who have worked with us and supported us to make this service the best it can
be by telling us what works and how we can improve. Together we make a difference!
I would like to end with a personal message. I am proud to be chair of such a fantastic
organisation which is needed as much, if not more, than it was when I helped its formation 29
years ago, so I’d like to encourage you to join us and make a difference! Support us…..help us
to continue to do the brilliant work that we do.
Carolyn Sims, Chair of Trustees, June 2018
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Treasurer’s Report
The three local authorities who provide our main funding recognise the excellent work the
charity has been doing over many years and choose to meet their statutory duty to provide
IASSs (Information, Advice and Support Services) for parents/carers and young people by
continuing to support us in this work. At the time of this report we have completed the second
year of separate three year funding agreements with North Somerset, Bristol and South
Gloucestershire, and are now in the third and final year. Preliminary discussion with council
representatives has encouraged us to think that new agreements may be possible for 2019/20
and beyond.
For the past three years we have also received funding from the Council for Disabled Children
to provide help and support for the transfer of individual children and young people from the
old “Statement of Special Educational Needs” to the new “Education, Health and Care Plan”
designed to meet their needs more appropriately. This funding ended at March 31st 2018, but
the government has now commissioned the Council for Disabled Children to manage further
grant funding to develop high quality IASS provision in LAs. How this will be delivered is still in
development, but in the meantime we have received an interim payment allowing us to
continue the existing IS service until the end of July. We are hopeful that well before that date
we will have a clear agreement for further funding until end March 2020. However the
continuation and amount of this support cannot be guaranteed at present.
On the basis of the above information we have drawn up an interim
budget for 2018/19 assuming the same level of income from our two
main sources of funding. Even with the very tight control of
spending by our Head of Service and our Office Manager it is clear
that expenditure is very likely to be greater than income, which has
not increased over a number of years. In discussion with the LAs
about any future agreement it will be important to get recognition of
the need for increased funding if we are even to maintain our present
level and quality of service, particularly as we now respond to young
people up to 25 years of age who have SEND-related educational
needs. The trustees have taken an active part in looking for
opportunities to raise funds and a number of projects will be
undertaken in 2018/19 as a result.
However fundraising inevitably places extra demands on the Head of Service and Office and
Finance Manager and is difficult to achieve when the majority of our work is of a statutory
nature. I should like to thank Maggie Potter and Carolyne Ablitt - their exemplary budgetary
control has, as usual, resulted in another successful financial year
A financial report of income and expenditure is made to the trustees at each meeting, and the
overall annual income and spending is subject to an Independent Examination. We are grateful
to Sue Rickerby, the Independent Examiner, who, for several years now, has quickly and
efficiently completed a summary of the Accounts to be added to the formal Trustees Report for
the year.
Her work can be seen in the Trustees Report and Accounts for 2018, available through
Companies House, the Charity Commission and on our website.
Anne Bush, Treasurer, June 2018

7

Manager’s report: Maggie Potter, Head of Service
Supportive Parents provides the SEND Information, Advice and Support
(SENDIAS) Service for Bristol, North Somerset and South
Gloucestershire via a Service Level Agreement which requires us to
deliver an impartial and confidential service against the duties
identified in the Children & Families Act and the SEND Code of Practice.
SEN Code of Practice, s2.1: Local authorities must arrange for children with SEN or
disabilities for whom they are responsible, and their parents, and young people with SEN
or disabilities for whom they are responsible, to be provided with information and advice
about matters relating to special educational needs or disabilities, including matters
relating to health and social care. This must include information, advice and support on the
take-up and management of Personal Budgets.
Currently our SENDIAS service is available in term time, with a severely limited service
available in school holidays. We aim to offer an accessible, flexible, responsive service. In
addition to our 3 weekly helpline sessions we respond to all answerphone messages and
emails within 2 working days, in term time. We can offer face-to-face meetings, support with
paperwork and support at meetings. We provided information and support to 2629 enquiries
(to 809 families) through our Information and Support Line during the last year.
We provide a website, LinkedIn, Facebook and twitter plus a regular e-bulletin and a termly
newsletter for parents and professionals.
We deliver monthly peer networking/parent support groups which includes regular speakers
on items of interest. We also provide presentations and courses on SEND and related issues to
parents and professionals, and can provide presentations to groups on request. We offer dropin sessions for parents in community settings – e.g. colleges, schools and Early Years settings –
parents and young people value networking opportunities and face-to-face communication.
We identify and work in partnership with any other local/national provider of services for
families of children & young people with SEND. We support and signpost parents and young
people to find and access other services, including social care/leisure activities and short
breaks provision. This also allows us to highlight shortfalls in provision to the local authority.
Part 3 of the Children and Families Act 2014 introduced changes to the system of SEND
support and provision, implemented from September 2014. These included:
• Giving parents and young people control over the decisions about the support they receive
• The replacement of SEN statements and learning disability assessments (LDAs) with new,
child-centred, birth-to-25 Education, Health and Care plans (EHC plans)
• The offer of a personal budget to all parents and young people with EHC plans
• A duty for local authorities to provide a Local Offer which will outline the education, health
and care services available locally to all young people and families, and to disabled young
people and their families more specifically.
In order to support families of children with SEND and young people, build confidence and
support local areas in implementing the SEND reforms, SENDIAS Services are tasked with
supporting families through change to ensure that children and young people with SEND can
take full advantage of developments in SEND policy and provision.
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No changes to staffing: 2017 has seen us achieve a period of stability and progression in
confidence and expertise for our staff. We are now fully-staffed and are delighted to report
that there has been no losses or changes to our staff team this year and all staff have
completed individual learning goals, leaving them better-equipped to deliver a high-quality
service. However they are always looking for further opportunities to increase and consolidate
their understanding of our ever-more complex legal systems and processes! Additionally, while
our team has been stable and settled, we are sadly unable to report the same for our Local
Authorities and Parent Carer Forums, so time has been committed to liaising and building
relationships with new colleagues in the statutory and voluntary sector this year.
Welcome to our new Trustees: SP are always looking for new Trustees and we are pleased to
confirm that Phil Cox and Fabiola Garay have both joined our Board this year. Phil brings his
extensive experience in the social care arena to provide scrutiny and support to our efforts to
become fully compliant with GDPR requirements, and with safeguarding. Fabiola has agreed to
understudy our current Treasurer as Deputy, and we look forward to benefiting from her
background in finance and logistics!
INDEPENDENT SUPPORT for the EHC assessment process: Independent Support (IS) has been
a Department for Education (DfE) programme, implemented since 2014, to support children,
young people and their parents during transition to the new EHC needs assessment process.
This funding has allowed us to hugely increase our capacity to deliver our service and work
with families, and to develop our offer to meet the needs of this wider age range, across
health and social care in addition to education. We hope that when this funding comes to an
end, we can work closely with our Local Authorities and CCGs, to find ways of continuing to
provide our extended and enhanced service directly to those families most affected by SEND.
Supportive Parents are currently funded to deliver IS until 31st July 2018. This programme has
also been delivered by IS agencies across the country
since 2014 – it has been delivered locally by Kids.
We have worked closely with Kids throughout this
period and we recognise the considerable contribution
that they have made to families across our three LAs.
Their contract will cease from 31st July 2018 and as a
result they will be unable to take on any new work from
1st June 2018, to ensure that they are able to complete
work with those families they have committed to
helping. We would like to thank them for their valued contribution to better outcomes for
families with SEND and for their close partnership working throughout the last four years.
Quality Standards: With the support of our LA link officers, self-assessment against the QSs
was most recently completed in June 2017. It was satisfactorily submitted to the Information,
Advice & Support Services National Data Collection report and will guide future planning.
New funding for SENDIASS from DfE: We are pleased to confirm that from June 2018 a new
IAS Programme will enable us to carry out a full service review, with a focus on high-quality
provision across the full range of duties and responsibilities identified in the Children and
families Act 2014 and in the SEND Code of Practice 2014. This will lead to a 2-year
development plan for us and for the Local Authorities. It is an exciting though challenging
development after the focused support delivered by the Independent Support Programme and
indicates awareness at the highest level of the impact that effective and impartial information,
advice and support can directly contribute to better outcomes for children and young people.
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What people say about us…………
Comments from our service-users:
“I want to say a huge thank you to your team for help with my parental contribution for my
sons transfer from statement to EHCP the other week, it was very informative and a great help
to get everything in order.”
“Thank you for sending the links for me and giving me useful pointers as to where I can start.
Once I am more familiar with the post 16 process I will probably need your assistance. So if you
don't mind I will contact you again. Your help is much appreciated!”
“I just wanted to thank you so much for coming to the meeting today, and for your notes. It
was really helpful to have your input.”
“Thank you for sharing this information, is an enormous support.”
“Thank you and your organisation for standing for my daughter, you are all such an amazing
professionals with heart of compassion. You are an inspiration to me and a mirror of what I
aspired to be. The head of the …service responded to the email and she had a meeting with
the [team that] same afternoon……Thank you for not just being a professional but an
exceptional one. Thank you. Many many thanks”
“……..I just wanted to thank you for all your help as I was in a very bad place when I first
emailed you but with your support as well has seen us through this.”

“Thank you for your e-mail. I've found the information very helpful. I will get in touch
if we will need your support within education issues.”
“We felt like we were drowning. This, to us, was like a lifeline - we were so
overwhelmed. Want to thank you so much!”
“I would like to say that the help and support that I have received in relation to my
[child] was amazing…. supported me via phone, email and attended meetings. This
support was fantastic…..[you] continued to go the extra mile all through our
process…and I would like to thank the team at supportive parents for everything that
you have done for us. I would always look for support from the team and cannot
recommend this amazing service enough. Thank you so much for helping [us] through
such a difficult time and giving us hope…which will change our lives in such a positive
way.”
Professional Comments: Thanks again for your helpful input the other day. (re: EHCna; from
H/T of independent school).
Thank you so much for spending time with us yesterday, you
are amazing! We really appreciated you coming in - I’ve
booked myself on to the workshop, thank you!!
“The CCG is now firmly focussed on productively engaging,
developing and co-designing service provision with young
people who have special educational needs & disability and
their parent carers but this is neither an easy nor
straightforward task, however due to the close, productive
and good working relationship that has gradually been developed with Supportive Parents
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amongst others this process is encouragingly starting to happen. The Supportive Parents
team are a critical piece of the SEND jigsaw and have proved to be a very effective critical
friend and provide appropriate challenge to the CCG and other statutory organisations to
ensure children and young people’s SEND are considered and met as effectively as possible
bearing in mind the challenging situation around resources. I am sure the relationship and
close working between CCG and SP will go from strength to strength in the future and
ultimately make a significant difference to the support provided for our young people and
their families in North Somerset.
Mark Hemmings, CCG Transformation Manager
I just wanted to say a big thank you for your help both with planning and the actual delivery of
the SENCo Conference yesterday. Overall the evaluations were strong……Please pass on thanks
to all involved with your contribution.
Jenny Maxwell, Senior Educational Psychologist, Bristol City Council
Consultations and strategic work: We facilitate parent participation events and we work
closely with the Parent Carer Forum. Our Local Coordinators work at a strategic level with our
Local Authorities to support strategic planning and implementation of SEND reforms, including
development of processes and procedures related to EHC plans and personal budgets and to
support the delivery of the Local Offer and person-centred approaches. For a detailed
overview of the work they have been engaged in this year, take a look at their locality reports.
Supportive Parents runs monthly support groups for parents and professionals and all Local
Coordinators regularly visit other local groups
run by parents, educational settings and local
voluntary organisations in each authority.
Regular visits from speakers have ensured that
parents and carers find out about changes and
developments in their local authority. In
addition, members of the team sit on regional
advisory groups in addition to contributing
directly to local strategic developments on SEN
and services for children with SEN and
disability.
Our work to support the Parent Carer Forums (PCFs) continues to enable and empower the
voice of parents to contribute to strategic planning and delivery of statutory services for
children and young people with SEND, and their families. We work closely at a national and
regional level with our SENDIASS colleagues in other authorities and with the DfE (via IASSN;
the national IAS Service Network), SENDiST (First-tier Tribunal - Special Educational Needs and
Disability), Global Mediation, Council for Disabled Children and Contact a Family. We have
regular meetings with KIDs, the voluntary organisation which also provides IS, and with the
PCFs and senior LA managers. We also sit on regional advisory groups on disagreement
resolution (mediation) and SENDiST. We have contributed at a national level to development
of the Quality Standards and to the development of an evaluation framework for our service.
Training for staff: Staff training has been an ongoing and significant burden on the
organisation and we are deeply appreciative of the commitment and enthusiasm that all
members of our staff team have evidenced, in their determination to become fully prepared to
offer skilled and confident information and support to our service-users.
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All staff have now completed on-line modules for (Intermediate) levels one & two and are in
the process of becoming fully accredited at this level by completing the Face-to-face training.
All key staff are now accredited to (Advanced) level
three and the rest of our staff are in process of
completing the electronic modules. In addition, all
staff have completed additional training on writing
good Education Health Care Plans, time management
and prioritisation, and our accredited safeguarding
training has just been refreshed. Key staff have also
completed training in tribunal processes and
procedures and in preparing for adulthood: engaging
with young people and young people’s rights. Staff
have accessed training on Independent Support,
personal resilience and stress management, Early Years, and safeguarding. We have delivered
in-house training on presentations and public speaking, consent and mental capacity. Training
is always cascaded to staff during our termly team days. In January senior operational staff
attended a two-day regional management review delivered via the SW IAS Network which
included training on staff management, service delivery issues including Ofsted & data
protection and reporting in relation to commissioning and quality assurance.
We remain determined to offer the best service possible to our clients, and competent support
and advice to other professionals who are working to navigate or interpret legislation,
regulations or statutory guidance to achieve best outcomes for children or young people with
SEND and their families.
Training for parents and young people: This year our main focus has been on developing and
delivering targeted courses for parents on draft EHCPs and Annual Reviews. Information
resources have been developed and workshops piloted in each of our LAs and we have now
obtained grant funding to roll these out more widely across the 3 LAs. Our Post 16 Coordinator
has developed a post 16 toolkit and is also working to deliver workshops to young people, to
encourage and support them to attend meetings and fully engage with needs assessments and
the annual review process. In addition, staff contributed to a range of other learning
opportunities including health-based (ie: ADHD) parent courses, presentations to foster &
adoptive parents, Parent Carer Forum and other VCS events.
Supportive Parents FREE course “SEND and You” – Supportive Parents’ free, newly revised
course “SEND and you” ran four sessions in Spring 2017 with ten parents from Bristol, North
Somerset and South Gloucestershire completing the course. Participant feedback was positive:




“Information, ideas and confidence! Thank you – it’s been great!
“How to approach meetings – the bigger picture – how to proceed with confidence.
Brilliant!
“Deepening of knowledge on SEND, experiencing other’s histories, tools for practice”

This year we have worked to obtain grant funding to enable our Local Coordinators to
complete training in delivering this course, so that in future we will be able to offer it in each of
our three LAs on an annual basis. This is due to start in the autumn 2018 and we are very
grateful to the Waterloo foundation, who have made this possible through their generosity.
Our goal is to deliver a refreshed course in the spring term 2019.
Additionally we network closely with professionals from both the statutory and voluntary
sectors including health and social care, sharing developments and changing practice with a
range of professionals across all 3 authorities. Staff regularly attends regional networking
meetings; a crucial opportunity to share good practice across the South West and feed up
issues, concerns and comments on national developments to DfE.
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Training for professionals: A key aim of delivering presentations is to raise the awareness of
professionals to the significance and uniqueness of the part played by parents in the education
of children with special educational needs, the promotion of the importance of partnership
between parents and professional and the critical significance of listening to the voice of the
child or young person in achieving best outcomes. Supportive Parents always encourages
positive, effective relationships between parents and with professionals, to the benefit of
children and young people who have special educational needs and/or disability.
Professionals told us: “All information was very useful and relevant”
“Lots of clear information and references for us to develop our learning further”
“Passionate and knowledgeable presentation…”
“Interesting sessions related back to real life experiences and scenarios – really useful
information on notes.”

Thanks to everyone for all your hard work in 2017/18!

How we make a difference…………….
A report of the work of our Information, Advice & Support (IAS) Helpline: Helpline is
currently very busy across all three areas. Despite winter illness and staff absence we have still
consistently managed to get back to people in the same or next session, either by phone or
email. There has been an increase in contact by email and this is helping us to reach those who
are unable to call during helpline sessions. There has also been an increase in queries from
other professionals about what our service offers parents, carers and young people.
Many issues concerning our callers are related to the EHC needs assessment and annual
review – they include refusal to assess, new applications for plans and support with parental
contributions. We have also seen an increase in calls related to anxiety-based school refusal,
exclusions and part time timetables, often with children seemingly being refused access to a
full time curriculum due to their additional needs being unmet. Requests also concern lack of
resources, requests for support for parents and young people at meetings, or relate to anxiety
and lack of mental health support. Often
parents have more than one child with
complex needs and very little external support.
Crisis calls are increasing in number, with often
complex situations, including safeguarding
issues. Recurring themes are: refusal to assess,
mental health, school refusal, part time timetables, exclusions, failure to implement
recommendations from EHCPs and LAs not
adhering to time frames for issuing paperwork.
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Despite a drive to reach out to young people directly, we are still receiving low numbers of
calls directly from young people. However, we receive a large number of post 16 enquiries. We
are able to offer general advice until we establish consent from the young person themselves.
We can then provide support to both the young person and their parent or carer.
Facilitating team meetings has been a pleasure this term. Encouraging the team to share their
concerns and frustrations (and the high points too!) together enables us to feel more of a
cohesive team, despite our different working patterns. I’ve been able to configure charity log
(our data management system) to record our work implementing levels of intervention for
cases. We use levels 1-4 to capture the complexity of cases we are working with. I am also
working to close cases and send out evaluation reports for the annual Service User Satisfaction
Survey by providing the helpline team with regular reports of cases they have been working on
and which ones are now ‘completed’. There have been regular data meetings with head of
service and deputy head of service to see how we can make charity log work better, both for
us as an organisation and for our service-users.
Charity log is now able to record the change in needs of the children and young people we
receive contacts about. Our system now captures a clearer overview of the difficulties facing
the families we are supporting. We have added mental health, school refusal, social care and
health concerns, as these reflect growing areas of need. This allows us to inform the three local
authorities of any possible trends which they can then use for their strategic planning. This
data is always anonymised so that there is no risk of a breach of confidentiality for our serviceusers.
Service User Satisfaction Survey (SUSS)
This year we have introduced levels of intervention/casework monitoring – a new, national
caseload management system developed by IASSN to help us to provide the level of support
families need, when they need it most. As part of this process we are now providing service
users with the opportunity to complete a Service Users Satisfaction Survey (SUSS) at the point
where we have completed our agreed actions on their behalf. In addition we will continue to
offer any service-user the opportunity to complete an evaluation at a time of their choosing,
via our website.
Our service user satisfaction survey is available to complete online. A paper version is available
for service users who request this. Their responses were keyed in to the electronic version.
The survey was targeted at callers to our helpline after the 1st January 2018.
The response was 34% from a total of 100 respondents.

92 % of respondents were satisfied or very satisfied with our service.
This chart was based
on the question: “How
easy was it to get in
touch with us?”
Participants used a
scale of 0 “Not at all
easy” to 4 “Very easy”
to respond.
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85% thought we understood their questions or concerns;
97% found our information helpful, or very helpful;
“Reassurance through the convoluted and tricky EHCP process ... support that I should keep
going with the process and not falter.”

88% described us as, neutral, fair and unbiased.
“A vital service for parents and families trying to make their way through the SEN minefield in
schools.”
“Excellent service, keep up the good work.”
“What a vital service you are!!”
“I think you are so very valuable, without you parents would be lacking in having the support
we so desperately need.”
“It was great all round. Should receive funding to be open more hours so that more parents
and their children get the support they need!”

76% of respondents said we replied to their enquiry quickly. (Enquiries came by telephone,
email, web enquiry form and post) This is in line with our aim of responding to all enquiries
within 48 hours.
“Phoned with query and expected I’d have to wait for call back but my questions were
answered then and there, no waiting! “

53% told us we explained who we were and what our role was.
68% told us we listened to their views.
41% reflected we explained why decisions were made and what was happening.
71% told us we gave them information and advice that met their needs.
26% would like us to keep in touch.
“I'm hugely grateful and really appreciate everything - thank you all! I needed a sounding
board to keep me focused and positive when sometimes very confused and low ... yours was a
friendly, experienced and professional voice to help. Amazing!”
Respondents were asked to share the reason for contacting us. The needs ranged from
information about EHCP process, reviews, appeals and complaints, mental health and
exclusions/attendance.
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Respondents were invited to tick all the ways that they had heard about our service. The
choices on the evaluation form were in rank order:
Another Parent or Friend
Leaflet about the service
The Internet
Health Professional
“Other”
The school, early years setting or college
Social Services
An Education Psychologist or Advisory Teacher

21%
24%
15%
9%
9%
21%
18%
0%

This chart was based on the question: “What difference do you think our information, advice or
support has made for you?” Participants used a scale from 0 “No difference at all” to 4 “A great
deal of difference” to respond.

When asked what
difference our
information, advice and
support made over

91% told us it made a
difference or a great
deal of difference.
Comments about the
difference our service
made included:
“Supportive Parents have supported me by attending meetings with me at the Preschool and
School when discussing my son's education. They provided me with the knowledge of the EHCP
process, the annual review process and of the SEND code of practice. It has given me the
confidence to ensure that I get the best out of meetings so that my son gets the help he needs.
The annual review of EHCP workshop I attended was also very helpful and relevant. Knowledge
of the SEN law provided by them will continue to help me in future conversations with the
council and my son's school.”
“Reassurance through the convoluted and tricky EHCP process ... support that I should keep
going with the process and not falter.”
“Feel more confident when asking local authority or setting for extra help for my child.”
“I have used supportive parents before several times when I needed help and their advice has
always been invaluable. I asked for help again when considering going to the SEND tribunal
over a decision made by NSC and once again their support made a huge difference in both
increasing my understanding of the system and giving me added confidence. In face of ongoing
challenges with NSC I would hate to think they weren't there to turn to for advice. I truly
appreciate their help.”
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“Without the team member’s knowledge, expertise, and strong desire to help children with
send needs my son would not have an EHCP. The whole team are amazing and listen to you.”
“Talking with supportive parents gave me confidence to tackle the school over the lack of
provision my child was receiving.”
“Having someone neutral to talk things through which and confirm I had the correct
information was so helpful.”
“I'm better informed and feel empowered to ensure my son gets the provision he deserves!”
Thank you to those parents, carers and young
people who took the time to comment on our
service. We will take your comments into account
in our service development.
For the full results and analysis, including all of the
comments please go to our website.

Working with parents: Call Monitoring
We are in our third year of using the Charitylog data management system. In that time more
Information Advice and Support Services have adopted the system, and refinements have
been made. We hope that this system will allow us to report comparative data with
consistency, allowing us to use this to support service planning and development.

We had 752 contacts in the period 1 April 2017 to 31 March 2018. 67% of contacts
concerned male and 33% concerned female children or young people.
This year reflects on the fourth year of the SEND reforms, and the council for disabled
children extended the remit of the independent support project to include annual
reviews (recorded as “statutory review”).
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Our work focusses around supporting young people and their parents to have effective
meetings with their education setting about SEN support, or about their child or young
person’s education health and care plan.

The majority of service users contact us by telephone and email. This year, for the first
time, email contact exceeded telephone. Emails now include those who get in touch
with us using the contact form on our website.

We publicise our service in a wide variety of ways. We actively use our website and
social media. We produce a termly newsletter, an e-bulletin and support group
posters. We also mail out information including posters, flyers and leaflets on a termly
basis to schools and other educational settings, other organisations and professionals.
We send it out to GP surgeries and libraries across each authority.
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The graph below indicates the number of service users who return to us for further
advice and support. It indicates the impact of our information offer

Most of our calls continue to be about Education Health Care Plans, but many people
also come to us for support at earlier stages, when they are worried about their child’s
progress or inclusion into the education setting.
Note: “Unknown” calls might be eg: signposting to another service, but will also
include more complex enquiries involving complaints, exclusions, or might be related
to health or social care issues.
19

The graph shows that the overwhelming majority of calls are from parents of primary
age children.
Note: “Not applicable” would be used to record a contact with a professional.

What else have we done?
Reports from our Local Coordinators
Kirsty Cottier, Post 16 Coordinator: Promoting our work with service-users aged 16-25:
In order to ensure that young people have the same access to information, advice and support
as their parents we have created easy read information resources using Widget symbols. We
are also starting to create easy read webpages for young people and a video with young
people, explaining our service and how they can access our support. In addition, we have
created toolkits for parents, young people and professionals on a range of post 16 issues.
We met with young people’s participation officers
and forums to discuss ways to involve young people
more. e.g. WECIL’s Listening Partnership to ask for
their feedback on our resources. We will showcase
these resources to young people soon in the form of
a “you said, we did” session as well as creating a drop
in support session for young people in each local
authority.
We have created an easy read consent form and policy regarding young people and data
protection to ensure that young people who are able to consent can give us clear instructions
regarding how we store their data. Following legal advice we are trialing representing a young
person at tribunal as they were unable to represent themselves, could not access legal
representation and were unable to find appropriate representation from any other source.
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Our input at strategic level includes feeding back the views of parents and young people,
contributing to Bristol’s Local Government Peer Review and South Glos’s Local Area SEND
inspection regarding post 16 issues and providing feedback on LA transport policies regarding
post 16. We have also visited a range of new facilities e.g. the Rainbow project house and
completed research how young people and children can access communication aids such as
eye gaze outside of the education setting.
Support to parents has included challenge to cease of plan decisions, where parents and young
people feel their outcomes have not yet been met and they need longer in education. We have
contributed to transition open evening events at colleges and special needs schools to
showcase our service and provide information and advice to parents and young people.
In the future we hope to be working with social care charities such as Home Farm Trust and
The Carers Centre to deliver talks to parents and carers about the support that will be available
as their child (young person) finishes education and moves into adult social care provision.
BRISTOL: Kathryn Mason, Jo Sampson
and Jo Daglish have been working to raise
the profile of the SENDIAS service in
schools, with the local authority,
voluntary sector and health service
providers. We learned that something as
simple as a change of academy provider,
or SENCO, could mean a parent or young
person did not know about us.
We are running workshops that tell more
people about what we do and how we do
it. We are running a Support Group. Last
Easter we contributed to a transitions workshop for parents and young people at a local
special school with voluntary organisation partners.
In September we held our inaugural Support Group with Chief Education Psychologist, Dr
Simon Claridge in our offices. Simon explained the role of the EP in the “moving on”
conversation following a “refusal to assess” decision in an EHC needs assessment.
In January we discussed SEN Support in school and statutory processes with SEN team officers.
The office was too small for the number of people who wanted to come. So, in March, we
trialled a session at Bristol Energy Hub. The conversation focussed on moving to Post 16.
In March we delivered an information event in a local primary school.
Most rewarding visit of the year was to the Listening Partnership to tell them about our
service, and show them our Post 16 materials. Their input was great and we look forward to
working with them in the coming year.
We have supported parents with annual reviews in a range of settings. The local authority
have completed work on converting all the statements of special educational needs into EHC
plans, but, the quality of the plans is variable and parents are asking for significant changes,
even re-assessment, because the plans do not always adequately quantify or specify the
provision a child or young person needs.

21

Consent is a topic that has had to be discussed more too. When a young person is 16, unless
they lack mental capacity to make their own decisions, their voice must be at the centre of
decisions about where and how they learn, and the support they need to access that.
Exclusions, rolling fixed term exclusions converting to permanent exclusions, and illegal
exclusions remain a concern. We can, and have, supported parents to challenge decisions, but
too many children and young people are affected by this. We feedback concerns to the local
authority at regular meetings.
We meet as many requests as we can to provide face to face support for young people and
parents to go through paperwork, including preparation for mediation, or appeal to tribunal.
We know, from our attendance at the three times a year “multi agency network” meetings,
that Early Help are telling some very vulnerable families about our service.
In the summer Kathryn visited Somali parents to explain
our service offer.
In the autumn Kathryn went to an ADHD focus group
about the information they offer to for parents and
young people. Now, as capacity allows, we are
contributing information sessions for parents of children
and young people recently diagnosed with ADHD at
venues across the city.
Our Christmas Coffee Morning included representation
from training providers, community groups and local
councillors wanting to understand more about our
service.
In June we supported the Bristol Parent Carers with their annual event: “Design the Help you
Need”. We facilitated conversations with parents about moving from one school stage to the
next, or from one school type to another.
We continue to support their work to improve access to CAMHS.
We contribute our voice to their participation group, for example in November, to the
discussion about re-design of the EHC paperwork.
We contribute to a range of meetings and workshops about SEND strategy and processes with
the local authority, health and voluntary organisations.
In January we contributed to the SEND PEER Review where the Local Government Association
(LGA) reviewed Bristol Local Area’s effectiveness in implementing the SEND reforms.
In February we worked with the Education Psychology Service on the SENCO conference:
Participation and Partnership – How we can be more effective through increasing
engagement? We delivered a workshop: “How Engaging with parents at every stage of the
Code of Practice can support good SEN provision”.
NORTH SOMERSET: The North Somerset team, Sarah Trevitt, Helen Matthews and Kate Hale
have continued to support parents and young people with statements of Education transfer to
EHCPs but have seen a decline in these requests over the last year to reflect the nearing
completion of all transfer reviews. However, due to a varying degree of quality and specificity
in EHCPs combined with inconsistency of Annual Review processes we have noticed a rise in
the number of calls requesting support with reviews. To this end the team set about devising
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parent resources on “checking your draft EHCP” as well as one for Annual Reviews. In addition
they ran a fully attended 20 space workshop on EHCP Annual Review Processes which was well
received. There are plans to deliver this workshop again in the autumn of 2018 and again in
early 2019 based on its success.
The quality and timeliness of EHC plans were largely affected by Local Authority spending cuts
which resulted in Educational Psychology capacity being heavily reduced. The Coordinator has
engaged in strategic work to raise awareness of current and emerging issues and work with
the LA to reduce the impact of budget restraints on families. Since then the SEN team have
worked hard to improve their timescale of delivery of
EHC assessments despite continuing cuts and endeavour
to work in partnership with parents to iron out EHC
process issues. In addition we have contributed to the
Special and Alternative Provision Strategy Review, North
Somerset Schools Strategy and the Early Years Funding
Consultation.
But it hasn’t just been cuts to the education budget that
has caused a rise in calls to our helpline over the last
year. The proportion of spending on children’s health services in North Somerset compared to
that spent on its increasingly elderly population has had a significant impact on children and
young people in accessing appropriate education. Spending cuts and a traditional problem of
recruitment of community paediatricians in North Somerset has resulted in lengthy delays in
diagnosis and lack of appropriate early intervention of mental health support. We have
witnessed a rise in the number of calls regarding children and young people out of school due
to anxiety related conditions as well as a rise in the number of parents wishing to make
complaints about the lack of support in assessing their child’s needs so that appropriate
educational provision could be put into place. This was particularly among secondary school
aged children and young people and also a high number in a particular area of high
deprivation.
In response to this the team committed to raise the profile of mental health as a special
educational need and entered into partnership discussions with the Clinical Commissioning
Group to report on issues facing North Somerset parents and carers, they developed a new
resource on “Mental health in education” and attended exhibitions at CAMHS and the
“Walking out of darkness” Mental health awareness day. The team, together with the newly
established Forum “North Somerset Parent Carers Working Together” are now in the process
of establishing myth buster and a guide for parents on the Autism diagnosis pathway in North
Somerset. They have also recruited a parent champion to help them address key issues for
those living in an area of deprivation and ensure that our service is being accessed by all who
need or want it.
The North Somerset team continues to deliver quality information, advice and support to
families through a regular e-bulletin containing SEND updates, appropriate consultations and
events of interest, which includes our own monthly support groups. Together these provide
opportunities to build on and strengthen communities through the provision of quality,
impartial and timely information. Furthermore, our post 16 coordinator has been working
closely to foster relations with young people from a local CIC, Bridging the gap – Together!
Together they are producing a video and other resources to enable young people with SEND to
better access IAS. Additionally she has been supporting young people from this group to
develop social opportunities in North Somerset in direct response to a growing need for help
accessing social care.
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SOUTH GLOUCESTERSHIRE: During the last year Supportive Parent’s South Glos Team, Santie
Human, Sara Maggs and Nadine Etter have been working even harder to support parents,
carers and young people to understand SEND
in education, to ensure that our service users
feel confident in their communication with
professionals and schools and able to make
informed decisions. The Team focuses on
preparation for and support at meetings at
pre-schools, schools and colleges, paperwork
and forms around EHCPs and we spend time on
training as a team where we identify we need
more knowledge.
We are proud that Santie, Sara and Nadine
have each delivered introductions and
information about our service and SEND in
Education during the last year to various
services, schools, and groups, and have been given the opportunity to meet with professionals
and teams; for example the LA Transition Team and the Early Years Teams (North and South).
Sara and Nadine were able to attend staff training on Personal Resilience & Stress
Management, to build their resilience in a pressured environment. Nadine attended an
information workshop on Transport and was able to cascade this information to all staff.
The Team ensures visibility within the local area by maintaining links to other voluntary
organizations and visiting them, like the Tourette’s Action support group, and Jigsaw
(Thornbury). The link and relationship with our Parent Carer Forum, South Glos Parent Carers
and regular monthly visits to their Support Groups remain effective in giving parents and
carers access and opportunity to meet and use our service.
In South Glos our service contact figures about EHCPs remains high as a result of no top-up
funding arrangements within our LA other than via the formal route of an EHCP. We are
working with the LA strategic leads to change this within the local area but we are aware that
such a cultural change will take time. The LA SEND Pathways Meetings have continued and this
has been valuable to understand developments within the CCG, processes, policies and
strategies of different services.
Challenges within the LA, related to pressures on services and processes which are not working
well, have caused a high demand on our SENDIAS service in South Glos. This was reflected in
the Ofsted and CQC inspection outcomes, and consequent Written Statement of Action
(WSoA), with monitoring visits by inspectors continuing across the LA, Health and Social Care
services.
The MoU and Link meetings with the PCF, KIDS and the LA Strategic managers have been an
effective way of maintaining close links and enabling us to continue to deliver a quality service
for our service users. Attitudes from representatives are positive and motivated to build and
continue change in current failing processes, tackling poor communication and changing the
outcomes for children, young people and families.
Another year has gone by and, as a Team in South Glos, we are determined to grow and
develop with the changing demands and pressures, whilst remaining as stable and constant as
we can in delivering high quality, impartial information, advice and support to those we hold at
the heart of what we offer.
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Our service – in print and on line
We take a number of approaches to promoting our free, impartial and confidential service, by
providing information both in printed form and online. Adverts for our service, including our
regular parent support groups, workshops or events reach a wide range of potential serviceusers in Bristol, North Somerset and South Gloucestershire. This is achieved through regular
postal mailings to schools, voluntary and statutory services, libraries and G.P surgeries.
Our website is regularly updated to promote our service and provide information about SEND
to an online audience, whilst our social media presence insures that users of Facebook and
Twitter receive our news and information immediately. During the past twelve months, those
signing up to our regular e-bulletins have received information specific to their local authority
area, whilst our termly online newsletter continues to be promoted widely via our website and
social media. To increase functionality and to ensure we continue to provide information in
the most accessible, attractive and relevant form, we are currently revising and updating our
website.
Developing our service to meet the wider age range, up to age 25 – what SP16-25 offers you!
Supportive Parents has a dedicated section of our website to deliver news and information for
young people with special educational needs and disabilities
(SEND). Features of the SP16-25 pages includes news items,
general articles, lots of useful links including to blogs by young
people, video clips and SEND information resources. We set up
SP16-25 to tell young people with SEND about us and for them
to tell us what more we can do to help.
In the last year we have been able to source some funding from
the Co-op and as a result our Post 16 Coordinator has commenced work on developing this
resource with a group of young people. Our goal for the coming year is to improve the range
and accessibility of this resource and produce some videos, allowing the voices and experience
of young people to contribute directly to this development. We would like to hear from
anyone aged 16 to 25 who is interested in getting involved and supporting us to make the new
web pages as accessible, useful, interesting (and as much fun!) as possible.
We have a range of downloadable SEND resources: We think that it’s vital that parents,
children and young people have quality information about the SEND process. To complement
our existing suite of booklets, which aim to help people understand EHC plans and the law
about Special Educational Needs/Disabilities, we also produce printer-friendly versions which
can be downloaded directly from our website. In response to demand from service users, we
have recently increased our ‘Toolkit’ range of publications, available via our website or as
printed booklets. For parents and carers this now includes ‘Checking Your Draft EHC Plan’ and
‘Annual Reviews’; for young people our SP16-25 range now includes ‘Reviews’, ‘Education’,
‘Travel, Work & Independent Living’ and ‘Challenging Decisions’. Our new ‘Mental Health In
Education’ toolkit provides guidance on an increasingly relevant and requested subject.
Easy Read leaflets and accessible resources:
We produce several leaflets designed to be
easy to understand for people who can have
problems reading standard leaflets. They
cover
Confidentiality,
EHC
Needs
Assessments, Getting the Right Support,
Personal Budgets and the Local Offer. You
can find the Easy Read leaflets on our
website.
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Have you watched our animations? We are really proud of our internet-based animations,
tailor-made for Supportive Parents. We hear so often that too
much information can be overwhelming, so we have made our
sure our animations are eye catching and straightforward. Our
videos only last for about 3 minutes and explain what our service
offers and how to get in touch, all about Education Health and
Care Plans and about Personal Budgets. We are finding that other
groups, services, service-users and professionals are starting to
create links to our animations and we love to think that this
accessible format is increasing our reach, to provide valuable
information to a wider audience.
We will continue to offer events, workshops and provide accessible information for parents
and young people on topics highlighted by them. We are looking forward to our next big event
in January 2019, when we will celebrate our 30th year by launching our new website,
showcasing our extended service and seeking support and input to assist us with planning for
the future – so watch this space!
December coffee morning: This year we held our regular “Xmas coffee morning” event in
Royal Oak House. It is always a great opportunity to show off our
newest publications, introduce new members of the team and polish
up our network! In tune with the season we enjoyed mince pies and
the company of colleagues from the statutory and voluntary sector
who wanted to find out more about us and tell us about
developments in their area of endeavour. We were also joined by
interested parent carers who wanted to know more about our
service or about becoming a trustee. It was great to meet you all!

Thanks also: to Sue Rickerby and Lloydbottoms (chartered accountants), Quartet for
facilitating redecoration of the communal areas (thanks Di!), Peninsula (HR), Third Sector (IT),
Mike Taylor (website), Rhiannon Chaloner (design and filming), VANS, VOSCUR & The Care
Forum (VCS networking) and so many more!

Thanks guys – you have contributed to our journey immeasurably!
Fundraising and finances
Thanks to all those who offered us financial support this year, and for
the coming year. We received £175 in personal donations, £2,590
from the Co-op and £4,000 from the Waterloo Foundation. This last
payment is towards support for developing and delivering training,
including staff training and updating skills in the coming year. We
have also received £2,820 for South Gloucestershire from an Area
Wide Grant to provide workshops for parents and young people
about EHCPs and annual reviews in 2018-19. A huge thank-you to you
all – your kindness makes a significant difference and contributes
directly to the quality of our service.
For details of our financial activities please refer to our Report and Accounts 31st March 2018.
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Supportive Parents
3rd Floor
Royal Oak House
Royal Oak Avenue
Bristol BS1 4GB
Information & Support helpline: 0117 9897725
10 am – 2 pm Mon, Wed & Fri during term time
Answer phone at all other times
Admin/Fax: 0117 9897724

Registered in England and Wales as Supportive Parents for Special Children
Company Limited by Guarantee No. 3905996
Registered Charity No. 1079761
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