
  
 

Council for Disabled Children, National Children’s Bureau, 23 Mentmore Terrace, London E8 3DQ 
E-mail: cdc@ncb.org.uk Web: https://councilfordisabledchildren.org.uk 

_____________________________________________________________________________________________ 
 

Registered Charity No 258825 Registered in England and Wales No 952717 Registered Office WeWork, 115 Mare Street, London E8 4RU.  A Company Limited by Guarantee 
 

 

 
 
 

 
 

 
Bromley: IASS adapting service provision to support families 

 

The context 
Due to Covid-19. Bromley Local Authority (LA) closed their offices including SENDIASS on 23rd March. 
The service was told that it would have to work from home for a short time.  It quickly became clear 
that this could be a long-term issue and meetings already booked in to support families at schools, 
colleges and with the LA in the coming weeks would not be possible. The service had to quickly adjust 
its ways of working so that families could still access support. The helpline could be answered via staff 
working from home so there was no break in the helpline support. However, meetings would now be 
different for everyone. 

 
The story 
It soon became clear that virtual meetings were the way forward to support families but the following 
challenges quickly became apparent: 
 

 Staff and volunteers were not experienced in supporting at virtual meetings 

 Families were not experienced in engaging with virtual meetings 

 Some families only have mobile phone access, some on pay as you go contracts 

 Professionals were not experienced in chairing/joining with virtual meetings 
 
To overcome these challenges the service conducted “practice” meetings for staff and volunteers 
amongst themselves. This enabled everyone to feel more confident and comfortable with the new 
online meetings. All staff are familiar with the programmes used such as WebEx, Zoom and Teams to 
support families. This was something that the volunteers in particular were concerned about doing. 
Their IT skills and their self-esteem have greatly increased as they have become more experienced and 
received positive feedback from families. 
 
Similar “practice” meetings were carried out with families a few days ahead of scheduled meetings. 
This in conjunction with increased preparation time before a meeting really helped families to feel 
more engaged with the processes. The service always previously met with parents before meetings 
and focused on what they wanted to discuss however, this is more difficult remotely but is vital to 
ensure successful engagement. When families were reassured that this was a new way of working for 
everyone and that many professionals were as unsure as they were, it helped to allay some of their 
concerns. 

 
Where families only have mobile phone access and limited funds the service ensures that schools and 
the LA are made aware of this. Meetings are then scheduled via a conference call to the family with no 
video enabled so that all attendees are participating on an equal level. 
 
A WhatsApp group alert has also been set up so that if the volunteers or families are experiencing 
technical difficulties before or during a meeting, they can text the service and then in turn alert other 
professionals while trying to rectify the problem for them. 
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This is not to say that everything ran smoothly from the very beginning!  It quickly became apparent to 
ask beforehand for an agenda and, if families gave permission, to list their concerns to send to all in 
advance. This has ensured that the meetings are focused and do not go off topic. This is particularly 
vital when there are a lot of professionals attending. Professionals have welcomed this approach. 
 

The outcome 
The service is regularly supporting at online meetings and are pleased to be able to offer this support 
to every family that requests it. This has included support at virtual Team around the Child (TAC) 
meetings, EHC Planning meetings, Child in Need meetings and also a SENDIST hearing.  
 
Feedback from families includes: 
 

“Thanks so much for your help with the meeting. I was so worried when school suggested an online 
meeting. I had never done one before. Your volunteer talked me through everything and was so 

helpful on the day and making sure I had written my questions down before. I won’t be so nervous 
next time” 

 
“It went so well. I couldn’t have done it without you. Thanks.” 

 
“I didn’t want to do it (attend an online TAC meeting) but you told me it was important that I did. I’m 

glad I did now.” 

 
A few months ago supporting families this way was not even being considered. Both staff and 
volunteers, families and professionals, have all worked together in a completely new way to support 
successful outcomes. The service has shown that it can adjust and respond to changing needs and it 
will continue to adapt its provision and service delivery to meet families’ needs. 
 
 
Contact details  
Lorraine Parkes 
IASS Service Manager 
Bromley Information, Advice and Support Service 
Lorraine.Parkes@bromley.gov.uk  
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