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Annual Report 2019 - 2020

IN THIS REPORT

Introduction
Supportive Parents – the SENDIAS Service in Bristol, North
Somerset & South Gloucestershire.

OUR OBJECTIVES
OUR GOALS
OUR TEAM

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.

HIGHLIGHTS
REPORT FROM OUR CHAIR OF
TRUSTEES
TREASURER'S REPORT

Our IAS service covers all aspects of SEND from the earliest
stages of concern, through SEN Support in schools to support

MANAGERS REPORT

during statutory assessment, which may lead to an Education
Health and Care Plan (EHCP) and beyond. This includes

NORTH SOMERSET REPORT

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
voluntary 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 arms- length independent service
delivery as provided by Supportive Parents. We believe that in
the foreseeable future parents, children, young people and

SOUTH GLOUCESTERSHIRE
REPORT
BRISTOL REPORT
DATA

professionals, will continue to need and benefit from the

VOLUNTEER PROJECT LEAD

service we provide.

REPORT
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OUR OBJECTIVES

JUNE 2020

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.
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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;
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.

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.

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 Team
Supportive Parents, Board of Trustees
Carolyn Sims-Chair

Meryl Woodgate-Trustee

Susan Osborne-Deputy Chair-Chair,
Employment sub Committee

Liz Kelly-Trustee responsible for Safeguarding
Sarah Triggle-Wells- Trustee

Anne Bush- Treasurer
Fabiola Garay Balmori- Deputy Treasurer

The role of Company Secretary is carried out by Carolyn Sims

Highlights from 2019-2020
·Secured a 3 year contract to deliver the SENDIASS service for Bristol.
We are now jointly commissioned by education, health and social care (NHS Bristol, North Somerset and South
Gloucestershire (BNSG) Clinical Commissioning Group) in in accordance with the The Minimum Standards for
Information Advice and Support Services (IASS, also known as SENDIASS).
We now provide an all year-round flexible service open during normal office hours (9.30 – 4.30 Monday – Friday)
Held a conference celebrating 30 years of providing the Information, Support and Advice Service to children and
young people And their parents. 105 people attended and speakers Prof. Sally Tomlinson spoke about children out of
school, Daisy Russell from the IASSN about minimum standards, and a service user and volunteer shared his SEND
journey/experience.
Launched a new accessible (with reading and translation) website in September
Developing 2 new trifold resources in community languages
Recruited a new Head of Service, Volunteer Coordinator, North Somerset Area Practitioner and additional staff to
work on the Information and Support Line.
Set up a Reference Group that is reflective of our service users, to help us develop our services, and give specific
support from time to time with new initiatives.
We have worked with the parent carer forums across the 3 authorities, working together to host joint events for
parent carers.
Senior staff attended training opportunities: IAS Staff Association bi-annual conference in Birmingham and Solution
Focus Training arranged by SWIASSN in Exeter
We delivered another of our popular SEND & You learning opportunities for parent carers.
Completed work delivering ongoing service developments for the Independent Support programme

Report from our Chair of Trustees

Carolyn Sims
I am writing this report at the end of April 2020 when we are all living through unprecedented times for us as individuals,
the country and the world.
Since the middle of March the incredible Supportive Parents staff have been working remotely from home. They have
continued to deliver the SENDIAS service in Bristol, South Gloucestershire and North Somerset throughout these difficult
times.
When I wrote my last report in March 2019 we were awaiting the decision from Bristol to know if Supportive Parents had
been successful in their bid to deliver the SENDIAS service for the following 3 years. It was good news for staff and
trustees when we were told we were successful and we had secured funding until March 2022.
We have also continued to receive funding from North Somerset and South Gloucestershire and from the CDC to
continue to develop the service in 20/21.
We are now a jointly commissioned service in Bristol, North Somerset and South Gloucestershire.
This has meant some changes to the service ,our support line is now open 5 days a week ,all year round.
The issues of families we support continue to increase in complexity and this has put pressure on our dedicated staff who
respond in a flexible and constructive way to find successful outcomes.
I want to recognise the hard work and commitment shown by all staff members in delivering information, advice and
support for children, young people and their parents/carers in helping them achieve the best educational provision.
n February we appointed a new Head of Service, Vic Allan who has extensive experience as a “SENDCO”. We look
forward to her joining us at the beginning of June.
I want to express the trustees sincere thanks to Kathryn Mason for steering Supportive Parents through the past year as
Acting Head of Service.
I would also like to thank my colleagues on the Board of Trustees. Supportive Parents depends on their dedication and
commitment to move forward and develop the service.
Sadly we have said farewell to Clive Osborne who has resigned due to work commitments. We would like to wish him well
for the future.
My wish for 2020-21 is that the staff and trustees of Supportive Parents can continue to work together to fulfil the aim of
the organisation to provide an excellent SENDIAS service across the three local authorities.
I want to end my report by saying how proud I am to be the chair and founder member of such a fantastic organisation.
These are unfamiliar and worrying times for everyone. The world may be different in a few months time, however I am
sure Supportive Parents will be needed more than ever and we will rise to the challenge.

Independent Examiner:
Lloydbottoms Charted Accountants
118 High Street
Staple Hill
Bristol BS16 5HH

tel: (0117) 957 3537
email: mail@lloydbottoms.co.uk

Treasurer's
Report
Treasurer's Report
Anne Bush
Anne
Bush
The three local authorities that historically have provided our main funding continue to recognise the excellent work of
the charity. They have chosen to meet their statutory duty to provide an IASS (Information, Advice and Support
Service) for children, young people and their parents, by commissioning us to deliver this work. This has been the first
year of a three-year jointly commissioned contract with Bristol Local Authority and the Bristol, North Somerset and South
Gloucestershire Clinical Commissioning Group. Jointly commissioned funding agreements have also been made with North
Somerset, and South Gloucestershire during this year.
We have received further funding from the Council for Disabled Children in order to implement the Improvement Plan we
developed in 2018/19. This is to ensure the Service is able meet new Minimum Standards for quality SENDIASS provision
by LAs. As a result of this and increased LA funding our income in this year has increased significantly. The treasurer's
day-to-day involvement in financial planning and budget management has been considerable and the intention is to
support the newly appointed Head of Service to undertake most of this work in the future. We have been able to
maintain qualified and experienced staff and to recruit new staff members in order to deliver an all year round IAS Line
service and other developments in the three authorities. We are ending the year in a better financial position than
expected and are able to plan the service delivery ahead with greater confidence. Very recently, however, we have
had to take the decision that staff should work remotely from home, and the immediate future has become uncertain
because of the coronavirus. Staff members made rapid arrangements for virtual links through Microsoft Teams and we
have continued to be available to children, young people and their parents who seek our assistance.
The trustees are grateful to staff members and the Acting Head of Service for their positive response to changing
demands and for continuing always to deliver an excellent service to those who consult us. Unfortunately our long-time
Office and Finance Manager, who has always kept a sharp eye on expenditure, has been unwell for an extended period
and we have missed her greatly. However her assistant has risen to the occasion and has helped to ensure a successful
financial outcome for another year.
A financial report of ongoing 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 again grateful to Sue Rickerby, our 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 Reportand Accounts for 2020, available
through Companies House, the Charity Commission and on our website, after it is approved by trustees, and then by
members at the Annual General Meeting.

Manager's Report
Kathryn Mason, Acting Head of Service
April 2019 – March 2020
Supportive Parents enables the local authorities of Bristol, North Somerset and South Gloucestershire and their Health
Partners, to fulfil their statutory responsibilities. Our core function is to provide information, advice and support, from the
earliest stage of concern, to appeals against decisions at tribunal, on any aspect of special educational needs or
disability. In this year, we have developed our service in line with the Information Advice and Support Service Network’s
Minimum Standards, and in response to service user feedback. We are jointly commissioned across the three areas. We
have received infrastructure development funding for two years from the Department of Education, to invest in service
wide improvements.
Most significantly, we have moved from offering our information, advice and support line, from term time and school
hours three days a week, to an all year round service, delivered five days a week.
We celebrated our 30th Anniversary in May with a market place event: Ready Steady SEND. Open to service users and
professionals, we welcomed nationally regarded speakers, and stall holders from partner organisations offering a range
of support. Feedback was overwhelmingly positive, particularly about the experience related by Jim, who explained what
a difference our service had made to his family and why he volunteered.
In October, we held the inaugural meeting for our reference group. The group is made up from interested stakeholders to
act as a “critical friend” to Supportive Parents’ SEND IAS Service, taking into account best practice locally, regionally
and nationally. It supports and advises our service to ensure that it is accessible to all sections of the community. It
ensures our service is responsive to the requirements of national legislation and is effectively feeding into discussions
Local Authorities’ and Health Partners’ delivery of statutory duties, in relation to education, health and care plans.
We have updated and translated our service leaflet (trifold). Our refreshed website provides more and more accessible
information, in one place, for our service users. The website features Browse Aloud, and all of our publications and
toolkits are available to download. We have delivered a range of workshops and training events for service users and
professionals. Read more in our local area reports.
I attended Contact’s 40th Anniversary Celebrations at the Palace of Westminster to celebrate the work undertaken by
Bristol’s Parent Carer Forum. We helped to establish our local forums, so it was delightful to see South Glos Parents and
Carers receive an award, and for Bristol to be nominated.
We organised regional training for neighbouring SENDIAS services, and continue to ensure that staff have access to
professional development, locally and nationally. Regular team meetings are held to ensure our IAS practitioners are kept
abreast of local developments and to share best practice.

Manager's Report continued...
Kathryn Mason, Acting Head of Service
April 2019 – March 2020

We have said farewell to Kirsty Cottier, who developed our resources for children and young people, and to
Helen Matthews, who supported our work in North Somerset for the last six years. We would like to thank them
both for their hard work.
We have welcomed three new members of staff, Lori Cannon, Jane Franklin and Sam Gist. We continue to look at
the issues brought to us to ensure we can meet service users’ needs. Lori joins our IAS Line team, Sam is
working in North Somerset, and Jane is developing our volunteer base to enable us to reach service users in new
ways, in underrepresented communities.
This report describes the range of work we undertake, and our celebrations. It includes contributions from our
local area coordinators, from our IAS Line, our volunteer project lead and from our trustees. It reflects on what
we have done in the last year.

Acknowledgements:
South Glos Area Wide Grant AWG17/18/043 from 2018 paved the way for us to develop resources across SEN
support and statutory topics to deliver workshops for parents and young people in the local area. It enabled us to
reflect on how to improve processes, gather and use data, for subsequent workshop delivery.
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our service delivery.

Supportive Parents would like to
thank VWV Bristol for working in
community partnership with us to
support our service
delivery.

North Somerset Report
Sarah Bishop
Over the last year in North Somerset we have seen a rise in requests for service users requiring more face to face
contact, more queries regarding SEN support in schools, a larger number of parents seeking an EHC assessment
and with it an increased demand for special school places.

In response to this, we have implemented SEND surgeries which offer monthly, bookable 1:1 appointments with a
trained practitioner and these have been very popular. Parents tell us this has helped them to have a better
understanding of the law and local processes, that they feel more confident taking the next step and that it can
help them to feel less anxious. This has also enabled us to offer face to face appointments in all areas of the
county and therefore increase our geographical reach. We will continue to offer these sessions this year and are
trialling telephone and virtual meetings during Covid 19 restrictions.

In addition, we have strategically worked with the Local Authority to develop the EHC assessment process and
are delighted that the local processes have changed and are now resulting in far fewer “refusal to assess”
decisions and subsequently less appeals to the First Tier Tribunal are being lodged. We are now working to
support the local need for additional specialist provision.

Furthermore, we have continued to work alongside North Somerset Parent Carers Working Together and Bridging
the Gap Together! to ensure a co-ordinated offer of information and support for parents, carers and children and
young people is available locally. Collectively, we organised two successful events this year, on Social,
communication and autism and more recently on Transitions. We hope to repeat these over the coming year,
although these may face delays in the light of Covid19.

Our best wishes to everyone.

South Gloucestershire Report
Santie Human
Successes to celebrate from previously identified key activities in 2019:
We are jointly commissioned by Education, Health and Social Care.
We have bookable appointments as an ongoing offer to our service-users to meet with one of our Information Advice
and Support Team members. We additionally offer service users face to face meetings at the Parent Carer Forum
community base, which is advertised by both our service and the South Glos Parent Carer Forum in advance of the
event.
We maintain and strengthen our close working relationship with our parent carer forum to ensure that individual
work is accessible and available to families with children and young people with SEND.
We link with professionals in the strategic work that we do by working with health, social care professionals and
services and voluntary organisations within the area.
We offered meeting and training sessions with professionals about assessments and annual review of an education,
health and care plan and the pivotal role professionals play in report writing.
Figures show a rise in service user contacts this year to 513, compared to 203 in the previous year.
SENDIAS service advocate the importance of gathering the views of CYP to parents and carers, educational staff at
settings, support staff and others working with CYP like mentoring services to ensure our service users are aware of
their legal rights to express their views, wishes and feelings. An example of this is the support of a CYP and parents
during a tribunal hearing.
Our SG SENDIAS service work with the LA to improve publication and availability of information and local area services
news by jointly agreeing publication of news and information across health, social care and other services, the parent
carer forum and the SENDIAS service news and events.
Bonus Celebration: The Volunteer Project Lead recruited during the year is proving to be an asset in raising the profile of
SP and we look forward to recruiting volunteers in SG to extend the volunteer team.
Key challenge for this year: Delivery of local area work focused on CYP continue to be a challenge to deliver as the
SENDIAS service remains unknown with many SG SEND service users.

Bristol Report
SENDIAS outreach work to support service users.
During 2019, we were delighted to be awarded a three year contract with the local authority and CCG to deliver the
SENDIAS service in Bristol. This contract together with infrastructure funding from the CDC has enabled us to develop
our service in Bristol. Our service now operates all year round, with our IAS line open 5 days a week from 9.30-4.30.
Service users asked for an evening service. We have responded by providing evening surgeries with an IAS adviser. We
have offered 48 appointments through our evening surgeries during the last year.
Developing work with children and young people
We have launched a range of Easy Read resources for children and young people and established a SP 16-25, section of
our website, including videos, filmed with Young Ambassadors from Weston College. The Listening Partnership in Bristol
has helped to review these materials. We have delivered training to children and young people through workshops on
annual reviews and capacity & decision making. Regionally, we have established a CYP network of SENDIAS advisers to
improve and develop IAS services for CYP.
Supporting parents and carers
‘This is just some of the feedback given to us by families who have attended our training, surgeries and other event:
"I feel more confident."
"I have a better understanding of SEND law."
"I feel listened to."
"I have a better understanding of the process. I know what my next step is."
"I feel less anxious about the situation."
We have offered over 100 spaces on training courses covering a range of topics from first steps in the world of Send to
Tribunal appeals. SENDIAS input to Strategic Development.
In November 2019, Ofsted and the Care Quality Commission (CQC) conducted a joint inspection of Bristol, to judge the
effectiveness of the area in implementing the disability and SEN reforms as set out in the Children and Families Act 2014.
Through our membership of the SEND partnership board, we are ensuring that the concerns of families presented to us
as a SENDIAS service are heard and reflected in the written statement of action. As a witness, we attended The SEND
Evidence Day, held by the People Scrutiny Commission of the local authority. This has resulted in a number of
recommendations being adopted to improve EHCP processes in Bristol.
SENDIAS work to support the work of the parent carer forum. We have worked with the parent carer forum to offer an
appointment service at their support groups in Central & East, North and South Bristol. The PCF is now running a support
group alongside our evening surgery at Royal Oak House. We helped facilitate the PCF’s annual participation event and
worked together to host a SEND Fayre for CYP and parent carers.

Data Report Summary on Helpline calls since
remote working processes were activated in
response to Covid 19 (18 March 2020)
1. Comparative data with same reporting periods in 2019
Total referrals received between 18 March – 22 April:
2019 = 76
2020 = 54
Total number of contacts with service users logged between this period:
2019 = 161
2020= 244
Total time spent responding to helpline enquiries between this period:
2019 = 110 hours
2020 = 111 hours 7 minutes
This would suggest that there had been more data logged on Charitylog to ensure quality assurance (e.g. staff making
notes to each other where calls need to be followed up) rather than an increase in the volume of contact with service
users.
2. Key Reasons for contacting the service during the 2020 period:
Largely Service Users are contacting us for the same reasons that they do at all other times. There has been a significant
drop in calls regarding school issues such as exclusions, bullying, transport and attendance, which would seem
appropriate. However there has been an increase in requests for checking draft EHC plans compared to last year as well
as issues concerning placement for September 2020, transition planning and a handful of enquiries around mental health.
3. How are Supportive Parents responding?
Data represents a 29% reduction in the enquiry or referral volume from the same reporting period to last year. However,
staff supporting service users at this time are reporting the need to spend more time on each call, to make more calls to
the same user or to spend longer supporting the user to complete a piece of work.
This is because:
service users have children and young people at home which often distracts the call and our staff need to call back
another time convenient to the family
service users are not always able to retain the information given because of home distractions so staff need to follow
up with emails
the nature of some enquiries requires further research on the part of the staff member to check current advice and
guidance or find local policy or support available before going back to the service user
staff are also offering to support those families struggling to complete a task such as checking a draft plan or
completing an appeal application form because families are under more pressure at home to provide full time care
and education to their child/children. Ordinarily the user would be encouraged and empowered to complete the task
themselves
In this way Supportive Parents support line staff are offering a more in depth service to support those families with
additional caring responsibilities during this current crisis. So whilst the number of referrals has reduced, the service is
still offering the same number of hours to service users at this time. This is reflected in the number of hours logged
against the referrals as evidenced in section 1 above.

4. How are other staff using their time?
Admin staff have been exploring and administering different ways of using communication platforms to enable staff
teams and trustees to meet frequently. Together with the communications officer they have been keeping information
flowing on social media platforms and our website, developing internal processes and policies and assisting the DHOS
with HR and Finance tasks. PDRs are still going ahead and will be conducted remotely during April/May.
Our Volunteer Project Lead, in the absence of being able to recruit and induct volunteers has been assisting the admin
staff and is also undertaking to make calls to service users to gain additional responses to our Annual Service User
Satisfaction Survey to increase upon our already achieved 30% response rate. She is also working on job descriptions for
our trustees to aid succession planning.
Local Coordinators continue to offer 1:1 support to families in their areas, provide supervision and support to their team
members and support line staff, keep abreast of local and government changes in guidance and policy and ensure
information is updated and circulated, liaise and attend local authority meetings and voluntary organisation meetings
where appropriate, keep on top of reporting and monitoring of service delivery and plan the future whole service and
local service deliver post Covid19.
Date of report: 22 April 2020

Volunteer Project Lead Report
Jane Franklin
Joining SP as Volunteer Project Lead in Oct 2019 I set up an Induction procedure for volunteers, working closely with
my manager and LA Leads to identify parents already engaged / interested in volunteering. We advertised on SPs
social media platforms, via VOSCUR and progressed to advertise with local community groups and Volunteer services
including Can Do Bristol.
I attend events and training opportunities, including SP’s SEND and YOU training in Knowle, to support my own
professional development and understating of SP’s service whilst linking with external services to raise SP’s profile and
advertise volunteer opportunities.
Engagement summary
Oct 2019
·
Joined Supportive Parents as Volunteer Project Lead
·

Identified Volunteer Profiles, initiated Volunteer Advocate role to pilot Volunteer recruitment, promoting SP
services with least impact on already busy team schedules
Nov 2019
· Supported Evening Surgery
·
Presented at mini VANs and linked with Families in Focus and BCC Community Development Team
Dec 2019
·
Attended SENDIASS Advice Drop-In at SGlos Parent Carers
Jan 2020
·
Attended N Somerset VANS meeting; plan to hold a stall at their Celebration of Volunteers Event
·
Had a stall at Pathway to Independence Team for Volunteers launch of their New Pathway to Independence
initiative.
·
Attended Voscur AGM and Social Impact Awards 2019-20
·
Initiated partnership with BANES SENDIAS Service to share best practise in supporting volunteers
Feb 2020
·
Met SHINE’s Community Engagement Lead at their parent/carers meet up. Shine provides IAS about spina bifida
and hydrocephalus to individuals, families and carers
·
Held SP Volunteer Event which highlighted the need to address how better to support volunteers, including
Trustees
·
Attended VOSCUR Training ‘Volunteers and the Law’
Ongoing
·
Work closely with SP team to develop pro-active Volunteer roles
·
Continue to develop new and existing links to promote SENDIAS service, support and advertise for volunteers;
focussed on engaging hard to reach groups including BAME communities and CYP
·
Record activities and engagement on Charity log enabling data collation for future reports

SUSS Report 2020
Our service user satisfaction survey was targeted at 100 callers to our helpline from 1st January 2020. Our survey is
available to complete online and is also available as a paper version for those users who request this. We followed up
with call backs to those people who hadn’t completed the form by 1st May 2020. There were 45 response. 43 were
parents/carers. 2 were from professionals.

·

Highlights from our service user satisfaction survey
·
42 out of 45 service users who responded were very satisfied with the service that they received
·
43 out of 45 service users who responded felt that we are very neutral, fair and unbiased as a service
·
96% of service users who responded felt that we provided a confidential service
37 respondents felt that it was very easy to get in touch with us and 39 felt that the service responded to them very
quickly
·
41 of the respondents felt that the advice that they had received was very useful
·
91% of respondents felt that we gave them information and advice that met their needs
·
Just over 33% of our respondents contacted us seeking advice regarding the EHCP process

Local Authority area in which you live:

What is your child / young person’s age group?

Please tell us why you contacted us:

How easy was it to get in touch with us?
(4 – Very Easy, 0 – very difficult)

How quickly did we respond? (4 – Very Quickly, 0 – Very slowly)

How useful was the information, advice and support that we gave
you? (4 – Very useful, 0 – Not useful at all)

How did you hear about us?

Did the Information, Advice and Support Service (IASS):

Can you tell us more about the difference that we made for you?

Overall how satisfied are you with the service we gave?
(4 – Very satisfied, 0 – Not satisfied at all)

What difference do you think our information, advice or support
has made for you?
(4 – A great deal of difference, 0 – No difference at all)

How neutral, fair and unbiased do you think we were?
(4- Very neutral, fair and unbiased, 0 – Not at all neutral, fair and
unbiased)

Additional feedback from service users
Fabulous, friendly and
Informative! I went from
clueless to clued up in a 5
minute phone call!

Caring and helpful people in your service
have helped to reassure and inform me. I
received a call to let me know my
questions were still being looked into
rather than just leaving me not knowing
what was happening.

None I feel very
informed and
confident!

More funding for more
staff as it's a fantastic
service without
this group I felt
powerless.

It was very useful
and informative, I
doubt I would have
found this out
otherwise

So helpful and
really listened
even when upset
very caring

Excellent Service. I've had
advice for all my children
over the years. I feel more
confident when I attend
meetings.

It's great service with trained staff that will
listen and guide you through, I have called
them and emailed them on a number of
occasions and cannot thank them enough!
Such a fantastic service which is free for
parents whom. are struggling with their
child and the education system.

Was nice to be
listened too
and feel
supported.

Great service, helped
me see the wood from
the trees and
feel calmer.

Data monitoring
Supportive Parents has recorded an increase of more than 80% in enquiries over the past 3 years.
From 1st April 2017 to 31st March 2018 we received a total of 809 enquiries to our
service. In 2018-19 this increased to 1012 and in 2019-20 this has risen again to 1464.
Whole service data demonstrates the growth in demand for our service and how we have extended it to offer more face
to face opportunities to support children, parents and young people in Bristol, North Somerset and South Gloucestershire.
Key Issues and Trends
Chart 1 shows the key reasons why our service users come to us for Information, advice and support.
Requests for understanding how SEN provision should be provided in schools remains the most common reason for people
contacting the service although we have recently seen a big rise in the number of general requests for information about
local processes, signposting to education, health and social care services as well as preparation for appeals. We use this
data to feedback to the three local authorities at strategic planning meetings to help inform local policy and practice as
well as to inform our own service delivery and planning.
Chart 1

How is IAS delivered to service users?
Our legally trained advisers have either taken or made more than 1200 calls in the last year to Service Users.
However, Chart 2 shows how we have also worked hard to develop our capacity to increase opportunities for
face to face support. Bristol and North Somerset now routinely offer 1 to 1 surgery style appointments on a
monthly basis whilst the South Gloucestershire support groups have increased in popularity and continue to grow.

How did the service alter during Covid19 ?
Kirsty Armitage
On 23 March 2020, the service quickly implemented remote working practices and staff have continued to deliver
the same high quality IAS line support, whilst juggling their own home lives and child care. We have noted a 28%
reduction in enquiries, compared to the same periods last year, largely due to school closures. However, utilization of
staff time has remained consistent with previous years as our advisers have taken extra time to listen to concerns of
parents at home with their children and we have seen an increase in the need for supporting service users to check
draft EHC plans or to prepare for an appeal.
In a fast moving situation, we made contingency plans which clearly set out how we would deliver the service if staff
needed to self-isolate, became ill with the virus, or if staff were later required to work from home. We quickly
established that all staff had access at home either to a personal computer or work laptop, that all staff understood
how to access their email ‘remotely’ and that key members of staff had access to a work mobile phone. We made
plans to enable staff to contact each other and to possible’, we were able to put our ‘remote working’ plan into effect
without delay.
Our initial priority was to provide service continuity and let our service-users know they could still contact us for help.
We did this in a number of ways, including placing a highly visible notice on the home page of our website, putting
regularly occurring messages on our social media page and by sending emails to everyone who’d subscribed to our
e-bulletins. Our message to service users was clear – times were uncertain, but Supportive Parents could still be
reached, using the same phone number and email address as before.
Working at home, our now dispersed staff team quickly got to grips with new software and technology to organise
‘live’ online staff meetings and to liaise regularly regarding work. The atmosphere amongst staff was positive and
supportive. Whilst being unable to offer face to face support to parents and carers, staff quickly found creative
ways of delivering the service, including offering ‘telephone’ and online surgeries in place of planned face-to-face
events and continuing to promote the service via our website, social media and e-bulletins.

