
 

 

      

 

 
Bexley IASS : Adapting to service offer during Covid-19  

 

The context 

 
Since 2014, Bexley LA had historically commissioned Kent County Council to provide its IASS.  This was not 
received positively by local parents and carers. In September 2019 Bexley IASS was brought back in house to 
Bexley Borough to provide a local service, connected with community and meeting the needs of local families 
with SEND. This decision was informed by substantial consultation work between Bexley LA and partners, 
giving a strong focus on the views of parents and carers of CYP with SEND and the local PCF; Bexley Voice. 
The Bexley IASS has adopted an empowering and enabling model of delivery that provides parents and carers 
of CYP with SEND with the impartial information, support and advice they require.  
 
Due to COVID-19 the IASS had to quickly adapt to new ways of working in order to reach service users and 
work effectively with its partners. Prior to COVID-19, Bexley IASS had offered outreach via face-to-face 
meetings with parents, carers, and CYP at local Libraries. This was quickly replaced with a virtual offer.  
By working closely with the Parent Carer Forum (PCF), LA professionals and the voluntary sector, a virtual 
offer was developed, expanding on the usual IASS offer. This included: 
 
Virtual 121 advice sessions  
 
Working closely with the PCF a virtual offer of 121 face-to-face drop-in sessions with IASS was developed for 
parents, carers, children and directly with YP.   
 
Out of hours’ telephone contact  
 
By recognising the need to accommodate busy parents working from home, home schooling and with 
additional caring responsibilities through COVID-19, it was necessary to ensure parents had the opportunity 
to talk to the service outside of office hours i.e. evenings.  
 
IASS service videos 
 
Information videos to promoting the Bexley IASS offer have been produced and circulated via the PCF, 
voluntary sector organisations and education partners. 
 
The service website 
 
The Bexley IASS website has been regularly updated with Government updates, guidance, easy read tools, 
social stories and signposting to national organisations who can also offer support for families of CYP with 
SEND such as Contact, Young Minds, the Challenging Behaviour Foundation and Family Fund.  
 
Moving to a virtual training offer 
 



Recognising the needed to move to a virtual offer for parent/carer workshops and training sessions, a Bexley 
IASS Task & Finish group was quickly established comprising of local parents/carers to co-produce virtual 
training sessions.  
 
Assessing the themes emerging from service user interactions and the training programme on offer from the 
PCF, a training offer was developed to meet those needs and compliment other training already available, 
avoiding duplication.  
 
Further development of SEND information factsheets  
 
To meet emerging themes within the SEND community during Covid Bexley IASS designed and developed 
new information factsheets, to ensure service users receive a consistent, professional experience as they are 
supported through the IASS intervention levels.  
 
Bexley IASS seamlessly switched to a blended approach of old ways of working and a new remote working 
environment to meet service user’s needs, whilst keeping informed of changing Government legislation and 
guidance on COVID-19.  

 
The issue that was identified to be tackled using IASP funding 
 
It became clear that YP engaging with us directly was our biggest challenge throughout COVID-19, YP were 
not directly taking up the offer of virtual drop ins, workshops, YP representation at the steering group or 
training specifically aimed at them such as our Post 18, Post 18 sessions.  
 
Parents and Carers were responding to the new ways of working but the additional pressures on C & YP of 
home schooling, extra screen time and general anxiety over the Covid situation proved difficult for IASS to 
engage directly.  
 

How the funding was used 
 
An increase in staffing capacity with an additional IASS Officer (1 year fixed term contract 1.5.20 – 30.4.21) 
has expanded the Bexley IASS team from 1 FTE person to 2 FTE staff, enabling the IASS Co-ordinator to 
develop the service further, given it is a relatively new local service and is still in its infancy.  
 
Reflecting on the needs of the YP and by reviewing quarterly data, it was recognised that YP were not 
engaging with the service directly. The data was consistently showing that communication and interaction 
was the highest primary need, with the highest number of enquiries relating to those at SEN Support.  
 
With the additional capacity in the team, the decision was made to create a virtual offer specifically for YP 
to mirror the offer for parent/carers: virtual 121s, virtual professional meeting opportunities (i.e. attending 
the steering group) and virtual workshops/training.  
 
In order to expand the reach of Bexley IASS, a promotional video was created and fliers. These were added 
to the YP page of the Bexley IASS website, to advertise the virtual 121 offer and virtual workshops, ensuring 
YP who were unable to engage virtually knew they could still communicate with IASS via telephone, email or 
via the website “contact us” page.  This offer was promoted through all local voluntary sector partners, the 
PCF, within the LA and to schools & colleges in the borough.  
 

 
 



 
The difference made (i.e. the impact of your work and how your service / 
service users have benefitted)  
 
By recognising that virtual working using technology i.e. zoom or MS teams whilst continuing to offer a 
blended working approach could also meet the communication needs of YP. Whilst working remotely, YP 
were given the opportunity to switch off the camera, the microphone, in favour of using the chat function. 
There was the added bonus of being able to share documents and to share videos and as Covid progressed 
forcing additional lockdowns, YPs ability and confidence with the virtual environment grew, once they were 
aware Bexley IASS put any reasonable adjustment in place for them to interact comfortably.  
 
For YP, the virtual 121s offered the time to speak about issues that concerned them, without the need to 
interact within a larger group. The virtual workshops helped them to develop communication skills and 
confidence, enabling them to consider the opportunities on offer with the Bexley IASS to become a YP 
advisor and/or attend the Bexley IASS Steering Group.  
 

Qualitative feedback 
 
Reviewing the additional virtual offer Bexley IASS has made to YP through P3 and into P4 during Covid, has 
provided the service with some incredible feedback from YP, parents/carers and directly from schools & 
colleges in the Borough: 
 

• Parents report that support for their young people was “invaluable”.  

• YP report more “confidence”.   

• One YP felt confident enough to approach an organisation for work experience directly, in a field 
that interested him (mechanics).  

• YP have been supported to produce one-page profile’s at EHCP annual review, so their views, voices 
and opinions were heard.  

• Feedback from school staff: “we really appreciate these Virtual 121s. Our students are finding them 
really encouraging and helping them feel more confident about discussing their needs and their 
futures”. 

• A small group of YP attended the last Bexley IASS Steering group in an observational capacity, 
however, they interacted during the introductions and icebreaker element of Steering Group 
meeting. 

 

The plan moving forward is for this group of YP to take a more active role in designing, and shaping the 
structure of the Steering Group Meeting and to support the aim for YP to provide low key advice to other YP 
with SEN via the SEN newsletter. Finally, data also shows an increased participation from YP with the IASS 
due to this initiative. 

 

 
 
 
 
 
 
 
 
 
 



 
Quantitative data 
 

 
 
Bexley IASS is proud at to be able to demonstrate the quality and impact of its work with all service users 
throughout Covid, particularly the YP with SEND who found Covid conditions especially challenging.  
 
Contact details  
Kathie Canavan 
Kathleen.canavan@bexley.gov.uk 
www.bexleyiass.co.uk 
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