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Cheshire East: IASS responding to Covid-19 
 

The context  
Since the beginning of the lockdown period, due to Covid-19, the CEIAS team have had to adapt to 
new ways of working. The priority focus has, at all times, been to ensure that there is as little 
disruption as possible to the service that CEIAS provide to parents and YP. This continued provision of 
support and information has meant that the team have had to be innovative in the way that this has 
been delivered. In addition, the service has continued to develop and create new resources, contribute 
to development groups and continue to engage with key stakeholders.  
 
It would be too difficult to identify one thing as it is the sum total of the things that have been done 
and changes made which are contributing to the service approach during COVID-19. 
 

The story  
Prior to the on-set of COVID-19 the team worked from office locations, and occasionally from home. 
The majority of their work involved the use of desk top equipment and occasionally laptops. Each 
member of the team had a mobile phone but also had landlines available. An administrator was in the 
office every day and would answer the phone and load contacts onto the team’s database. The team 
met parents and YP face-to-face to prepare for meetings and to discuss concerns; In addition, they 
attended multi-agency meetings, reviews and development workstreams. Communications were sent 
out via Facebook and things were put onto the team’s website. 
 
Then came COVID-19 and everything changed. Since March all team members have worked from 
home and have not returned to the office or attended any face-to-face meetings. 
 
New systems have been established and implemented: for example, an office rota has been 
developed between the 3 caseworkers to ensure that the office is covered every day of the week. The 
person on duty, working remotely, calls in for messages left on the 24-hour answer machine, logs the 
calls and then decides on the response. This has been challenging as a couple of the mobile phones 
have failed to function properly; the team members have ensured those calls have still been answered 
and made and, to further address this issue, two new phones have been purchased. 
 
Communication with parents: the importance of regular, consistent communication with parents has 
been taken forward so that they can get key messages; far better for them to get these messages in a 
couple of places than to miss out on them.  
 
To ensure information is getting out to parents updates are promptly added to the service website and 
alerts sent out as new items are added. There have been 2,714 views of the site between March and 
June. The business support person completed a web editing course prior to lock down; this has 
enabled the service to adapt information on the website quickly without having to always go through 
the web team.  
 
A new tab has been added to support the health and well-being of parents and CYP. On the “Education 
Resources” tab, key documents have been added along with learning resources to support families.  
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A direct link to the service Facebook page has been added to the website, updated posts have been 
added several times a week and presently CEIAS Facebook has 639 followers. 
It has made the team consider what parents and YP will find particularly helpful. There has been a 
plethora of information sent out, so the service has attempted to de-mystify some of it by identifying a 
few key websites/resources rather than drowning them families with more information enough to aid 
their access. 
 
Communication with children and young people: The team were due to be part of several 
engagement events for CYP; these had to be cancelled, therefore the team have identified some key 
things they felt needed to be addressed for CYP in the current situation. This resulted in a document 
being created for parents so they can support their child with transition in the current situation; and 
another to share tips for children with SEND in returning to school; this has been developed using 
information children in schools had submitted so it is from children for children. 
In August the team are supporting the Children’s Centres with planned outside, socially distanced, 
activities with small groups of parents and children to provide an opportunity to speak with parents 
about transition back in to school and to further promote the team and its work. 
 
Meetings with parents and young people: CEIAS have continued to support parents at annual reviews 
and mediation meetings; these have been facilitated in a virtual way. This has been challenging as two 
of the team’s laptops did not have video/camera capability. As a result all team members will, in 
August, receive new laptops which will enable them to do a lot more discussions virtually and deliver 
workshops virtually. 

 
An example of the team’s virtual support has been the support recently given to a parent and YP 
around an annual review. Both the YP and their parent were extremely nervous about the meeting; 
the parent wanted support as she also has additional needs and did not feel she could give her 
daughter the support she needed. The YP was going to start a “Career Path Course” in September but 
was feeling anxious about what it would entail and about the transition onto a new course. Despite 
not being able to meet face-to-face, preparation for the meeting took place virtually including 
discussions which drew out information in a non-threatening way so that the YP could express how she 
was feeling, what was going well, what she liked doing, how best to support her, things that were not 
going so well and what her aspirations and dreams for the future were. Both mum and daughter were 
able to explain in their own words. During the annual review, on Microsoft Teams with other 
professionals’ present, both mum and daughter needed, and were given appropriate support with 
reading their questions but felt more confident having had the discussions beforehand; the team 
member scribed for them both. The college staff were very receptive to the needs of both the YP and 
the parent which alleviated a lot of their anxiety. The meeting was very positive with agreed actions; 
praise was given to the YP by all professionals on her progress throughout the year and how she had 
adapted to the lockdown period. The parent and YP were extremely appreciative of the support given 
by CEIAS both with the preparation beforehand and following the meeting. 

 
Continued liaison with existing and new teams/individuals: the team have formed links and had 
online meetings with the Connected Communities Team to discuss how to reach out to migrant 
communities during this time; leading to a joint action plan. There has been contact with the Youth 
Support Service to discuss how the service can support YP; CEIAS have been invited by the YSS to join 
in with virtual meetings with YP and will attend face-to-face sessions over the summer. Information for  
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YP from the service website has been shared with the services that are working directly with this 
group. 
 
The team have continued to attend virtual LA work stream meetings through Microsoft Teams. This 
has been invaluable as CEIAS has been able to input into decision making and policy. An online 
meeting with the SEND team has enabled the team to address key issues and concerns raised by 
parents during this period; and to respond to DfE policy and guidelines as they have been developed 
over time. 
 
The CEIAS manager has kept in contact with the Governance Board and shared updates on the work of 
the team. 
In addition to COVID specific activities CEIAS have also completed the following: 
 

 Planning a range of workshops on SEN topics for the future. 

 Writing relevant training guides which will be used to inform new team members. 

 Gathering information to produce the CEIAS annual report for 2019-2020 

 Weekly online video team meetings with the team to provide support and work planning. 

 Continuing to attend virtual Work stream meetings with the LA. 

 Gathering feedback from parents and YP who have had support from CEIAS. 

 Keeping up to date with daily Government and LA Guidance around the current situation so 

that families are informed in line with the most up to date guidance. 

 Further professional development e.g. an online course from the University of Liverpool on 

psychology and mental health, online Tribunal training and a member of the team took part in 

the Coronavirus Act 2020 Webinar delivered by Daisy and gave feedback to other team 

members which informed service practice at this time. 

The outcome 
Parents have continued to have access to the full range of information advice and support from CEIAS. 
Feedback has been received to thank the team for their timely response to enquiries. The service 
states it has a 5-day response time, however, due to full office cover each day, enquiries have been 
responded to, in most cases, within 24 hours. 
 
With the use of virtual communication platforms CEIAS have been able to continue to support at 
review meetings and mediations. This has been crucial for parents who have needed the support from 
the CEIAS team before, during and after these meetings. 
 
Direct contacts from parents has lessened over the past few months, partly because children have not 
been in school and partly due to the parents having regular updates. This has given the team time to 
develop the service, plan future work and update information and share with relevant services.  
 
Continuing involvement and communication with other teams such as Youth Support, Connected 
Communities and Early Years Team has meant that whilst families are remaining in lockdown, 
information about the IASS is being shared by other teams working with these groups. 
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Attendance at LA work streams and meetings with the SEND team have meant that issues that parents 
have reported during this period of time, have been highlighted with the relevant professionals.  
 
This has meant the right actions have been taken to address those issues for the wider group of 
parents potentially affected. 
 
The COVID situation has shown that as a team they are resilient, they provide support to each other 
and can overcome any obstacles that they may face. 
 
Contact details  
Karen Porter 
IAS Service Manager 
Cheshire East Information, Advice and Support Service 
Karen.porter@cheshireeast.gov.uk 
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