
 
 

 
 

Brighton & Hove IASS:  
Taking social media to a new level during the pandemic 

 

The context 
 
The coronavirus pandemic redoubled the need for parents and YP to have access to reliable and up to the 
minute information. Families faced school and college closures, loss of short breaks and other practical and 
emotional challenges. They needed to know how services and their rights were being affected by the 
pandemic, but were less able to use their usual routes to information. At the same time the SENDIASS had 
to adjust to remote working, loss of some existing forms of outreach and increased demand for advice and 
support. 
 

The issue that was identified to be tackled using IASP funding 
 
SENDIASS had to work hard to keep up to date regarding changes in national guidance and local 
developments in order to provide the best possible individual advice to CYP with SEND and their parents. 
There was also a need to share this effectively with those who were not contacting the service directly while 
managing the additional demand on the advice line by making information readily available for parents and 
CYP to use themselves. Existing ways of offering self-service information (website pages, factsheets, 
newsletter) are well-used and highly regarded but in the circumstances of constant change this year due to 
the pandemic they felt slow and not responsive enough. Fortunately, with IASP funding last year, the 
newsletter had already moved online and increased from 3 termly editions to 6 a year and a regular e-zine 
for YP had been developed. But even these could not keep up with the pace of developments on 2020/21. 
For example the December newsletter could not predict a January lockdown and there was no point in 
spending time creating a lockdown rules factsheet, only for it to change within weeks. At the same time 
normal parent-to-parent networking was decreased by social distancing, loss of parent support groups and 
the impact of having children at home, and YP had reduced contact with school/college, support services 
and each other. 
 

How the funding was used 
 
Time was dedicated for information work identified in the IASP plan, to rolling out updates of Covid related 
information on the service website. There was also a need to drive service users to this resource and be 
aware when there was fresh information relevant to their situation. So the service turned to a much more 
active approach to social media. Amaze has a Facebook page, a closed parents Facebook group, Twitter and 
Instagram accounts and various WhatsApp groups specific to peer support activities for YP and parents. In 
the past SENDIASS has used these social media channels mostly to promote events and workshops rather 
than to offer information. We realised that families were now often stuck at home and making more use of 
social media for contact and communication. The service also identified that social media suits rapid sharing 
of information that may be important now but out of date within weeks. Limited and precious SENDIASS 
comms capacity largely switched to responsive news stories that could be shared on the website and social 



media posts to give parents and CYP the headlines and link them to the fuller information.  These fell into a 
few different categories.  
 
A look at the Amaze Facebook page https://www.facebook.com/AmazeinSussex will show examples of all 
of the following over recent weeks: 
 

• External news and information (Vicky Ford’s periodic letters to SEND families, BHCC, ESCC and CCG 
announcements etc) 

• Pushing updated information on Covid web pages e.g. returning to school March 2021 

• Information relevant to specific groups within the SEND community e.g. Learning Disability 
Registers and vaccination for YP with LDs, and secondly vaccination for unpaid carers 

• Flagging up newsletters and e-zines when they’re published 

• Advertising SENDIASS workshops and the activities and events offered by the rest of Amaze e.g. 
Amazing Futures YP’s sessions 

• Promoting activities and offers by other providers specific to or more useful during the pandemic 

• Promoting the work of the local parent carer forums. 
 
The service recognises that YP use social media differently from their parents so all staff and volunteers in 
contact with YP through Amaze projects beyond SENDIASS (Amazing Futures peer support, Looking Forward 
IAG and the DLA/PIP service) have been kept up to date and able to share information as SEND YP have said 
they have most trust for information from people they know rather than social media and the internet. 
 

The difference made  
 
This has proved to be a very successful adjustment to the way the service is delivered in order to meet the 
needs of service users during the period of Covid-19. It is important not to over-rely on social media to get 
messages out and to ensure other routes have not been neglected although it has proved to be cost effective 
and efficient. Levels of reach and engagement have been tremendous. To give two current examples, the 
post “Whilst it's a huge relief to many that the schools are opening next week, we know that just as many of 
you (and your children and young people) are very anxious about how the return will be managed, especially 
in terms of testing, mask-wearing and attendance. And some parent carers will continue to be shielding their 
clinically vulnerable children at home. We've just updated our 'Covid-19 and Education' section to include 
what we know so far about school covid testing, mask wearing and more” with a link to the webpages was 
posted on 4th March had reached 404 people by midday on 7th March. And  “BREAKING NEWS: Unpaid 
parent carers of children and young people with additional needs (that have a significant effect on their daily 
life) are now eligible to be invited for a Covid-19 vaccination in priority group 6…” posted on 4th March had 
reached 1,412 people by midday on 7th March. And this very clearly follows through to people looking at the 
more detailed information on the website. Looking back at the beginning of the new lockdown in January 
2021, we had 848 page views of Coronavirus related content in one week. 
 
Service users and partners have provided feedback on the use of social media and otherwise, saying how 
much they appreciate the efforts made by IASS to provide such rapid and comprehensive information during 
these challenging times. Parents in particular say it is not only the information in itself they value but also 
the sense this of being remembered and cared about that it gives them. 
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