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Medway: IASS adapting and using virtual means to support 
families during lockdown 

The context 
In March 2020 the country went into lockdown. The staff worked hard to ensure that those service 
users who had existing appointments had an alternative.  

Being able to continue to support service users required the service to adapt almost overnight. Staff 
were initially reluctant and couldn’t see how it could possibly work or how any of the outcomes could 
be met. However, the team remained focussed on aims and objectives and with sheer determination 
and the passion for wanting to deliver a great service it got there. 

The story 
The first three weeks of lockdown were spent trying to support those who were already scheduled for 
appointments alongside those calling for support. At the same time all staff were having daily personal 
battles at home with childcare issues, not being used to working from home and trying to get into 
some sort of routine. I don’t think anyone has achieved a perfect balance but have all found a way to 
make it work for them and for the service. 

Once it became apparent this was going to be a long haul, it was time for planning. What could be 
done and how. This was put to the team with varying responses. Most were resistant to anything 
virtual. However, after persuasion first virtual workshop was booked. This was attended by six service 
users. It went brilliantly. This was the proof the team needed. 

The team’s new found confidence with virtual delivery and their passion for the work allowed for a 
positive way forward. We agreed that one virtual event would be held every week at different times of 
the day, taking into account that service users would have their child(ren) at home. These sessions 
were planned for daytime and evening. Both time slots were really well received. 

Alongside this the service decided to offer workshops to professionals within the local area. The 
response to the first session was overwhelming with the need to put on more sessions to cover the 
overspill.  

The next step was to look at how the service could work with YP. Parents/carers and professionals are 
the known quantity and therefore, easiest. YP are a lot more challenging.  So, in May, the team 
decided it would promote sessions for YP including a YP’s forum. Information regarding these were 
sent to secondary schools, mainstream and specialist, as well as being posted on the service Facebook 
page. Disappointingly, there was no response to this so it was decided to offer more 1:1 sessions. 
These were promoted in the same way and two YP responded almost immediately. The sessions were 
adapted and were run over two days lasting 40 minutes per session. The feedback from these was 
positive.  

The service approached schools it has a good working relationship with to see if they were able to set 
up small groups virtually so the service could deliver Preparing for Adulthood sessions. However, 
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currently capacity within schools and other issues are preventing these from going ahead. They have, 
however, been  scheduled to start with 4 schools in September. 

Recently, one of the biggest problems faced is the completion of any type of form/paperwork. This is 
taking a huge amount of time - more than usual. So, one member of the team agreed that she would 
attempt this using Zoom and sharing her screen with the parent. This enabled the service user to see 
exactly what the caseworker was talking about and also exactly what/how to complete the 
form/paperwork. 

Following this appointment, the feedback from the staff member was positive. The meeting had gone 
really well and reduced the time it had been taking by half. It enabled to service user to see what was 
being written, the question being asked, and they were also able to ask any questions and the 
caseworker could see what they were talking about immediately. Moving forward, staff are keen to 
complete meetings with parents in this way until face-to-face work is possible again. 

The outcome 
The service has been able to deliver everything it usually delivers – just in a modified and virtual 
manner.  

The reduction in calls to the service has meant that the team have had some time to update and 
develop the workshops the service delivers, making them even more beneficial to the service users. 

By adapting and offering a flexible approach has been great and has meant that service users have still 
received the high-quality support they were receiving before lockdown.  

Moving forward, the team have discussed the continued use of Zoom for meetings and workshops that 
need to happen outside of normal office hours. This takes the cost of hiring and refreshments 
completely out of the equation, meaning it may be possible to offer more as it would cost less.  

The service wants to offer advice sessions in the evenings. These will be like the drop-in sessions that 
are held within the community. These are for those who are unable to make daytime sessions due to 
work and other commitments.  

By holding more meetings virtually, more time in the day will be freed up as staff are not having to 
travel. 

Being able to deliver the service in this way has been beneficial and has meant that service users have 
been able to receive the support they need during a time when anxieties are high. 

Some of the feedback from those accessing the virtual sessions: 

Parent Feedback: 

“I found there is so much more help and advice available for post 16 young people. I was worried at 
what would be out there for my son but this session showed me there are plenty of opportunities.” 

mailto:cdc@ncb.org.uk


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

“I felt our meeting this morning with Caroline Fox, was outstanding, she gave great insight and 
knowledge of the systems and protocols. Thank you very much for your help and support.” 

Young Person Feedback: 

“I found it useful and it would be good to keep in future contact for any other questions.” 

“It helped me plan what to do next and the different courses I can look in to.” 

Professionals Feedback: 

“Really useful - I didn't realise there were so many options for young people within the local 
area” 

“Finding out about the wider options available for our post 16 pupils was brilliant. So many 
times we hear from parents that feel their child has nowhere to turn when they get to 16 years 

old especially those that find big colleges quite scary due to size and the amount of pupils.” 

Contact details  
Laura France 
IAS Service Manager  
Medway Information, Advice and Support Service 
laura.france@family-action.org.uk 
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