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Introduction
Welcome to the Plymouth Information, Advice and Support for SEND (PIAS) Annual Report. This report
summarises the activities and evaluation of the service for the year September 2020 – August 2021.
PIAS like organisations across the world has continued to adapt to the fast changing context
precipitated by the Coronavirus pandemic. This has had a significant impact on how we have fulfilled
the organisation’s key functions, and all staff have continued to work largely from home during this
reporting period. However, since October 2021 PIAS staff have provided a Covid19 risk-assessed ‘open
door’ presence at the Jan Cutting Healthy Living Centre (when Government guidance has allowed), on
a voluntary rota basis. Throughout this report reference will be made to how we have adapted our
practice to continue to meet the needs of our service users during this time.
With the return of schools from September 2020 PIAS has continued to work in partnership with the
Educational Psychology Service and Communication Interaction Teams who have triaged requests to
provide direct phone support for the families that most needed it. Twenty-six parent/carers have
received direct support through this pathway, during this reporting period, which is an 18% increase on
the previous year.
June 2021 saw an exciting development for PIAS with a new full time Service Manager Helen Huntley,
being appointed. The team have welcomed Helen and look forward to working together in the next
academic year.
Throughout this report, unless otherwise specified, when we refer to ‘parents’ we include all parents,
step parents, adoptive parents or adult carers who have legal responsibility for a child or young person
with special educational needs or a disability and live in Plymouth. A ‘young person’ is someone who
has reached school leaving age and up to age 25. A young person has reached school leaving age on
the last Friday in June in the academic year in which the individual turns sixteen.
This report references how the service meets the evaluation priorities outlined in the Department for
Education’s ‘What successful implementation of the SEND reforms look like – South West Region’. The
eight priorities are detailed below and cross referenced to the area/s of this report that demonstrate the
Plymouth, Information, Advice & Support (PIAS) activity in each area:
1. Co-production with children, young people (CYP) and parents: 2.2.2 a) b) c)
2. All parties meet their statutory duties: 2.2, 2.2.3, i, ii 2.2.4
3. Increased satisfaction with access to local services: 2.2, 2.2.3 ii, iii, Appendix 4
4. Accurate and timely identification of SEN and disability: 2.2.4
5. Improved attainment and narrowing of gap for CYP with SEND: 2.2, 2.2.4
6. Strong focus on those at SEN Support: 2.2.4
7. More YP go on to post-16 education, training & employment: 2.2.4
8. Improved parental confidence: 3.2.4 I, iii, iv; 3.3.4 I; 3.4.4 & ii B; Appendix 4
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1. Workforce
During this reporting period Plymouth Information, Advice and Support for SEND (PIAS) secured
additional funding from the Information Advice and Support Programme (IASSP). The funding was fixed
term until 31st March 2021. In May 2021 the IASSP funding was continued until March 2022 and a sum
of £10000 awarded to meet the outcomes of the IASSP. The purpose of the IASSP is to assist Local
Authorities to become compliant with the DFE (Dept. for Education) minimum standards. (See appendix
1)
During this reporting period the PIAS Parenting Programme team has secured additional funding
through buy-in from the Virtual School to provide Spokes courses on a rolling programme for Foster
Carers, which has been an exciting development.
In January 2021 PIAS moved from the SEND strand to Access to Learning following the restructure of
the Education Participation and Skills Department. The reason for this change was to more clearly
delineate the arm’s length status required by Minimum Standard 1.5 for IASS Services. All members of
the team that were on temporary contracts automatically transferred to permanent contracts following
the restructure. In addition the PIAS Service Manager role moved from a part time to full time dedicated
position without any other Local Authority responsibilities as required by Minimum Standard 2.1. The
table below reflects this change:
Role: SENDIASS CASE WORK

FTE

PIAS Service Manager

1.0

Senior Parent Support Co-ordinator

1.0

SENDIASS Case Officer

6.77

Project and Finance Officer

1.0

Web Editor

0.5

Role: PIAS PARENTING

FTE

Senior Parent Support Co-ordinator

0.8

Parenting Programme Facilitator

1.5

Project and Finance Officer

0.8

2. PIAS for SEND Role and Service Activity
PIAS provide three key services for parents, carers, children and young people within the Plymouth
Local Authority area:
1. The provision of impartial information, advice and support on the full range of Education, Health
and Social Care as required by the minimum standards (Appendix 1: 3.1)
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2. The provision of evidenced based parenting programmes.
3. The facilitation of the Young people’s SEND Forum – ‘Youth Ascends’
2.1 Covid 19 Response
The PIAS casework team have all been working from home in line with Government and Local Authority
guidance since the 1st April 2020. The team has continued to provide ongoing support at virtual
meetings e.g. EHATs, Annual Reviews & Multi-agency meetings.
In addition the document sharing function has enabled ongoing support for statutory functions such as
parental contributions, draft EHCP reviews & school admissions forms etc.
Following the relaxation of lockdown from early July 2020 limited face to face support has been possible
on a case by case Covid risk assessed basis, for our more vulnerable client groups.
2.2 The provision of impartial information, advice and support on the full range of Education,
Health and Social Care as defined in the SEND Code of Practice
Plymouth Information and Advice for SEND (PIAS) offers a range of flexible services and case work
support to children, young people, and parents; our approach is to tailor the service to meet individual
needs. This may include, but is not limited to, any combination of the following:


telephone/email support and helpline



face-to-face support



support throughout the statutory processes in relation to Education, Health and Care Plans
including help to contribute views, feelings and wishes to the statutory assessment process or
annual EHCP review



help to prepare for meetings, or support at meetings if requested with regard to Special
Education Needs or disabilities.



help to write letters e.g. to request a statutory assessment




support to prepare for an appeal e.g. an exclusion or SEND tribunal appeal
help to understand professionals’ reports



exploring with individuals the range of options open to them and supporting them in their decision



signposting to other services



delivering or facilitating training to groups of parents/carers

The preferred method of contact with PIAS has been by telephone. When the phone lines are in use, or
staff are out of the office, there is a 24/7 voicemail service. Our aim is to respond to email or voicemail
messages within 2 working days however, during peak periods this can increase to 5 working days due
to the complexity of the requests coming in to the service.
The satisfaction surveys indicated that 93% parents told us that they found it very easy or easy to get in
touch with PIAS. (See Appendix 4 Question 1 for further analysis).
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Comments made by service users in terms of how easy it was to get in touch with PIAS included:
“Via a friend it was easy.”
“I was signposted by an Educational Psychologist.”
“Referred through Child Development Centre (CDC).”
“Easy to find on Google.”

PIAS SENDIASS Case Officers act as case workers in a supportive role. Where children, young people
or parents find it difficult to express themselves confidently at a meeting, we will raise their concerns or
speak for them if they request us to do so working within the definition provided for IASS by the Council
for Disabled Children (Appendix: 2). We do not share information about a specific case with anyone
outside PIAS unless a child, young person or their parents give us their explicit permission to do so.
The only exception to this situation is when there are clear safeguarding issues and it would be
negligent and unlawful for us not to share the information we hold pertaining to a specific child or
vulnerable adult.
PIAS has an open access approach and our service can be accessed by any eligible individual. There
are no formal procedures for referral; children young people or parents simply contact us directly and
confidentially on our dedicated telephone number or email address or they can meet with us face-toface. Individuals are often signposted to our service by schools, early years settings and a range of
other children’s services professionals and practitioners. Professionals and practitioners may ask us to
contact an individual they have been working with but we will only do so if they have first obtained the
permission of the child, young person or parent. We prefer that the practitioner passes our contact
details to individuals so they can contact us themselves in order to maintain confidentiality.
The Special Educational Needs and Disability Code of Practice outlines the nature of the services to be
provided by an IAS. This section will examine our performance against the four main headings in the
DFE supported Minimum Standards for impartial information, advice and support services that IAS
services performance are measured against. These are:


Commissioning, governance and management arrangements;



Strategic functions;




Operational Functions (provision of impartial information, advice and support);
Professional development and training for staff

PIAS has compiled six monthly returns to the Council for Disabled Children regarding our progress with
the implementation of the Minimum Standards.
2.2.1 COMMISSIONING, GOVERNANCE AND MANAGEMENT ARRANGEMENTS (minimum
standard 1)
i. Identity and Branding
PIAS for SEND is an arm’s length Local Authority funded service based at the Jan Cutting Health Living
Centre in Beacon Park. This is a community based venue administered by the Wolseley Trust, which
maintains our impartial identity and accessibility for service users. We have our own logo and a
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separate phone line with a help line operating from 9-5pm each week day. We have an independent
website – https://www.plymouthias.org.uk. The website has information on our service, information
leaflets and booklets as well as information on our policies. The website has a chat facility that is
available 24/7. A section of the website has been produced in ‘Easy Read’ for young people. Service
users are able to post requests for support via the website.
ii. Budget
PIAS has a revenue budget provided by Plymouth Local Authority which funds both areas of work
(SEND and Parenting). In 2020/21 PIAS continued to receive a small amount of additional DfE
funding from the Council for Disabled Children on behalf of the National Children’s Bureau (NCB) to
support the implementation of the minimum standards.
During this reporting period the PIAS parenting team was bought in to provide a rolling provision of
Spokes Programmes for Plymouth’s Virtual School. In addition the Parenting teams received a donation
from the Peninsula Dental Social Enterprise, Community Engagement Programme, for their support of
dental students participating in this programme.
iii. Service Development Plan
PIAS has a Service Development Plan which covers each of the Minimum Standards. This is
reviewed at regular intervals. It identifies specified improvement targets to meet service users’ needs
and priorities which are routinely identified and collated via customer surveys and the annual Plymouth
Parent Conference. The Service Development Plan also identifies the continuous professional
development needs of team members which are collated via routine peer supervision, 1-1 supervision
and through annual individual appraisal. This is a working document which is (Red Amber Green RAG) rated in full to easily identify areas of service provision that require attention. PIAS has produced
its own team charter as a result of the ‘Way We Work project’ which outlines that PIAS does things
differently to the Local Authority because of our arm’s length status.
iv. Safeguarding
All PIAS team members have received training provided by the Plymouth Safeguarding Children Board
(PSCB) and are knowledgeable in safeguarding procedures. All staff are required to attend refreshers
on a rolling programme to remain current. We have a Lone Working procedure which all staff are
required to follow.
v. Service User Advisory Group
The Service Users Advisory Group (SUAG) meets on a six monthly basis. The group comprises
parents/carers, young people as well as education representatives and local authority/health/social care
partners. Terms of reference have been produced and are available on the PIAS website as well as
minutes of meetings.
i. Joint Commissioning
A Joint commissioning has been agreed with the Clinical Commissioning Group (CCG) and in summer
2021.
Page | 8

OFFICIAL
2.2.2 STRATEGIC FUNCTIONS
i. Contributing to Local Policy and Practice
a) SEND Strategy Steering Group
The PIAS Service Manager is a member of the SEND Strategy Steering Group, providing service
feedback as required and reporting on items in relation to Information Advice and Support as described
in the Children and Families Act 2014. Members of the SEND Youth Forum represent the voice of
young people as part of the steering group. This enables them to feedback to young people across the
city via the forum about changes and discussions which involve SEND professionals. Youth forum
steering group members contribute to discussions in the group meeting and have a platform to present
and share ideas from SEND Young people across the city.
b) Parent participation
PIAS retains a limited responsibility for parent participation working with the Plymouth Parent Carer
Forum Plymouth Parent Carer Voice (PPCV) to ascertain parents' views and encourage their
participation in developing more effective services for SEND. Since the last report PIAS has been
involved in the following parent participation events:





Parent Carer virtual conference over 5 evenings in March 2021
Parent Carer Voice coffee and cake information sessions x 2
Supporting parent participation in Local Authority strategy boards.
Dental online information sessions for parent/carers of children/young people with SEND x 2

c) Youth SEND Forum
PIAS facilitates the Plymouth’s SEND Youth Forum (Youth ASCENDS). The forum encourages SEND
youth participation. The forum has a steering group of young people aged between 9 – 25 who lead the
forum and decide on core discussion topics. The steering group also has the responsibility of
representing SEND Youth Voice by sitting on strategy meetings and service users groups as well as
meeting and working in partnership with professionals across the city. Youth Ascends has been piloting
a project which includes 5 school hubs within the city; Courtlands Special School, Stoke Damerel
Community College, Brook Green Centre for Learning, City College Plymouth, Woodlands Special
School and the Hearing support Unit at Eggbuckland Community College. This will give the young
people a chance to get their voice heard if they cannot make the forum group. This will commence from
September 2021.
The forum itself includes young people with SEN or a disability who attend educational settings from
primary to post 16 across the city. Children and young people engage in the forum through school or
their educational setting by communicating to the steering group. Young people communicate their
views in a number of ways, these include, through their school SENCo, emailing the forum, through
group sessions, and school council meetings with the forum’s participation worker. We have now
opened up an online form which young people who don’t attend the youth forum can get in contact with
the group and get their voice heard if they have any questions or topics they would like to discuss.
d) Parent Conference
Over the years PIAS has always supported the SEND Parent Carer Conference. This year has been
no exception. With Covid it was even more important that families got to hear from professionals and
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other parents. This year’s conference was all on line and split into 2 areas. The first was a week of
evening sessions where families could hear nationally recognised speakers on a range of topics. And
the second week was day time speakers including CAMHS, CDC, Educational Psychiatrist and PIAS
etc. PIAS has been instrumental in supporting the forum in putting the events together as well as
publicising them to Parents and Carers.
ii. Contributing to Regional and National Policy and Practice
During the reporting period the Senior Parent Support Coordinator has participated in five regional IASS
manager meetings. Other national/regional events included the following:




IPSEA National Law conference
National/regional CDC SEND Young People’s participation events
Completed online feedback surveys requested by IASSN and the CDC.

2.2.3 PROVISION OF INFORMATION AND ADVICE
i. Publicity and Promotional Materials
The website incorporates response reactive technology which enables the website to be reformatted for
mobile devices including mobile phones. There is a translate facility to translate English into other
languages as well as accessibility tools. Information documents have been updated and are available
on the website: https://www.plymouthias.org.uk
PIAS service details are listed on the Plymouth Local Offer and are updated as required. PIAS have a
Facebook page which is updated regularly and receives many hits.
The PIAS service leaflet has been sent to all education establishments and GP surgeries. We have
PIAS banners and a display stand publicising our services which we take to events.
We are able to provide information translated into other languages or into other formats usually by using
an interpreter.
PIAS keeps in touch with parents through our For Your Interest (FYI) newsletter. At Plymouth
Information, Advice and Support for SEND we regularly receive lots of useful and interesting information
that is highly relevant to parents. Once we have a good amount of information we send our newsletter
out in ‘magazine form’ to our FYI Mailing list as well as uploading it to the PIAS website. Information in
the mailing includes:






Holiday activities for children/young people with SEND
Participation Opportunities
Parent Groups and Coffee Mornings
Surveys and consultations
Workshops

ii. Accessibility
We offer a range of access options for parents and young people to contact or meet with us.
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Our office is an accessible building and complies with the current legislation in the Disability
Discrimination Act 1995 (buildings).
We can arrange visits to other locations (Schools, GP surgeries etc.) or the family home and will
arrange appointments outside the normal core hours if requested.
We accept requests for support from parents and young people or from a third party with permission by
phone, email, text, social media, letter or face to face. If required we will arrange to meet the parent or
young person with an interpreter or British Sign Language (BSL).
iii. Feedback from Service Users
We continually strive to gain feedback on the case work service that we provide. This is routinely
undertaken via a closed case work customer survey undertaken by a member of the team not directly
involved in the case work. During the 2020 – 2021 academic year 121 parents were surveyed.
Questions asked in the survey include:







How did you hear about the service?
How helpful was the information we have given you?
How neutral, fair and unbiased do you think we were?
What difference do you think our information, advice or support has made for you?
Overall how satisfied are you with the service we gave?
How likely is it that you would recommend the service to others? See Appendix Four for Survey
Report.

2.2.4 SUPPORTING INDIVIDUALS
i. Case work - working with individuals
Services offered by PIAS case workers are classified at two levels of involvement:
a) Level One
Level one case work comprises a brief and one off/short intervention providing information e.g.
telephone enquiries, website enquiries and brief face to face meetings via drop in service to our
offices. The number of level one enquires has increased since the dip last year due to Covid. During
this last year 935 cases were recorded. The graph below shows the level one reporting from 2020 2021. This is illustrated in the graph below:
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b) Level Two
Level two case work comprises in depth support which occurs over a longer period of time, to support
the families’ journey. Examples of this are meeting support and also support through Statutory
Assessment. The graph below outlines the number and focus of level two case work support provided
by SENDIASS Case Officers. This year has seen a return to the numbers of new level two cases to
almost pre-pandemic numbers. A noticeable trend has been the increase of tribunal work during this
period.

Numbers of families supported at level 2 by academic year
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The following table gives an overview of PIAS Level 2 support by key sage. PIAS support has been
evenly balanced across key stages 1 – 4.

The casework team has continued to provide an ‘attend first meeting’ approach, which has enabled
early involvement and preventative support.
ii. Confidential support
We have a confidential phone line with an answering service if out of hours or if there are no members
of PIAS staff available. The messaging service is accessed at regular intervals throughout the day to
ensure a timely response to calls. The service confidentiality policy is reviewed yearly and can be
viewed on the PIAS website. An easy read version is also available on our website.
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iii. Data Protection compliance
PIAS comply with all data protection regulations and an online data protection training module is
undertaken by all members of staff when joining the service.
Our impartiality policy is reviewed annually and it is available on our website. Feedback from customer
surveys has indicated that the vast majority of our service users consider that PIAS provides an
impartial service, with 95 % reporting that PIAS were extremely or very neutral, fair and unbiased. A
further 4% reported that PIAS was fairly unbiased (See Appendix Four Question 3 for full analysis).
Comments made by service users in terms of the impartiality of PIAS included:
“Caseworker that supported me was in a good position to help parents and school. It felt like we had
someone there to check and ask the right questions to achieve the best outcomes.”
“Caseworker was very unbiased and was always helping us to see all angles of the problems.”
“Caseworker kept the parents well informed and gave them options to think about during the time she
supported them and did not take anyone's side.”
iv. Appeals and Tribunals
PIAS support parents and young people through disagreement resolution, mediation and Tribunal as
required and will attend Tribunals to support a family.
During the period September 2020 - August 2021 there have been 64 requests for support at Tribunal.
This area of work continues to rise. During the reporting period none of the cases we were supporting
went to tribunal, they were all resolved at an early stage.

v. Mediation and Dispute Resolution
PIAS have supported a number of service users through the disagreement resolution process (Way
ahead meeting with the Local Authority). These service users were informed by the Local Authority that
their child/young person was not going to receive a statutory assessment. This timely support has
brokered satisfactory solutions for families, thus rendering mediation and tribunal processes
unnecessary.
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2.2.5 PROFESSIONAL DEVELOPMENT AND TRAINING
All staff have fortnightly group peer supervision with termly one to one supervision as well as annual
appraisal where their training needs are discussed.
Note: During this reporting period all training events have continued on virtual platforms due to Covid
19 restrictions.
i. Local training / information and events
This year many events have been either cancelled or transferred online. Staff attended the following
local training/information events:
Training/event
Plymouth Parent Support Group meeting x 3 remotely
conducted
NAS Plymouth parent support group 3 occasions

ii. National training and online events (see note above)
Training/event
IPSEA legal conference (Online)
Covid 19 Act and changes to the law (Online CDC Training)
Level 3 IPSEA Face to Face legal training (Online)
Tribunal training (Online)
Exclusions training (Online)
Regional manager meetings (Online)

iii. Volunteer recruitment and training
As a requirement of the IASP funding bid it was agreed that PIAS would recruit and train between 6-10
volunteers to increase service capacity. Six volunteers were recruited and trained from November 2020
– March 21. They have proven to be an invaluable resource providing an initial telephone response to
service users and conducting customer satisfaction surveys. This has released valuable case work time
for SENDIASS Officers.
The next phase of volunteer recruitment and training will begin in November 2021.

3. The provision of evidenced based parenting programmes
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The Parenting Programme team currently deliver three evidenced based parenting programmes namely
Incredible Years, Strengthening Families 10-14 UK and SPOKES (Supporting Parents On Kids’ Education in
Schools).

3.1 Covid 19 Response
During this reporting period the Parenting Programme team has continued to provide additional one to
one phone support to families as part of the PIAS response to the Coronavirus Pandemic. It was
anticipated that there would be less demand for this support with the return of all children to school from
September 2020. However the service has continued to receive a significant number of calls consisting
of 31 calls requesting Covid Parenting Advice and 92 requesting information relating to Incredible Years
and Strengthening Families and a call asking for information regarding SPOKES. This has consisted of
32.23 hours of dedicated telephone support across the team in addition to the routine telephone/text
support of parent/carers whilst attending a group intervention.
In response to the ongoing coronavirus pandemic the PIAS Parenting Programme facilitation team went
live with providing a range of virtual parenting groups using Microsoft Teams, from September 2020 to
August 2021.
Between September and October 2020 the team trialled a series of 7 week Incredible Years trouble
shooting courses to both build team confidence in running programmes virtually and to address the
needs of parent/carers in urgent need of support, prior to delivering full length programmes from
November 2020.
3.2 Incredible Years
Incredible Years is an internationally recognised Parenting Programme developed by Carolyn WebsterStratton within the University of Washington Parenting Clinic. This programme is recommended by
NICE Guidelines as an effective parent training intervention for the management of conduct disorders
and anti-social behaviour in children. The programme, aimed at children aged 0 to 12 years, is founded
on social learning theory and consists of weekly, two-hour group sessions delivered by skilled
practitioners over a number of weeks. The programme uses a collaborative approach, encouraging
parents to learn from each other. Methods used include role play, modelling, group discussion,
homework and reviewing DVDs of family behaviour. Incredible Years has been shown to work in
Plymouth for a wide range of families.
The Incredible Years programme is divided into various age groups and designed for parents of babies,
toddlers, pre-school and primary school age children.
Evidence collated over the last ten years demonstrates that IY works for a wide range of families in the
city and that the benefits from attending the course are sustained for many years. The following insight
provided by parents is insightful:
“I did IY in 2009 having been told to do so by the court in order to be able to see my daughter. IY was
fantastic, it helped turn my life around, I grew up and I got my daughter back. I am now very happy – I
am married, three lovely children and have a part time job.”
“Thank you for the wonderful IY ASC. The way you organised and delivered it virtually was really good,
helpful and reassuring to parent like me.”
“I suffer from anxiety at times, so the Microsoft meeting were great for me. I would do the next one face
to face (Group environment) after a positive experience.”
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“I was really worried about doing IY and going to a group but the group leaders and other group
members were so encouraging that I stayed. My children both of whom have ASD are doing well and I
am more confident in my parenting having met other mums on the course with whom I still keep in
contact for mutual support.”

3.2.1 Key features
IY Baby (0-1 years)



Special time for parents/carers to get to know, understand and enjoy their baby in a safe and
supportive setting.
Let parents/carers learn about how babies develop in their first year and practice the skills to feel
confident as a parent.

IY Toddler (1-3 years)



Gives parents/carers the tools to deal with the unique demands that toddlers can put on them as
they start to become their own person.
To help parents/carers learn simple techniques to support and nurture the development of their
little one, whilst having fun.

IY Pre-School/Basic (3-6/7 years)



Gives parents/carers the tools to deal with the unique demands that a young child can put on
them as they start to become their own person.
To help parents/carers learn simple techniques to support and nurture the social and emotional
needs of their developing young child whilst having fun.

IY School Age (7-12 years)




Gives parents/carers the skills and confidence to resolve typical pre-teen issues before they
become problems.
Builds a foundation of closeness and affection to see parents/carers through the difficult teenage
years.
Supports parents/carers to work with their child’s school so that they get the best out of their
education.

IY Autism Spectrum and Language Delay (2-5 years)




Gives parents/carers the skills and confidence to deal with difficult behaviour and support their
child in learning to manage their emotions.
Enables parents/carers to support their child to develop their language skills and social
relationships with others.
Allows parents/carers to nurture their child’s development in readiness for school.
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3.2.2 IY Referrals
Note: Due to Covid-19 all face to face parenting work went on hold from the end of March 2020 and all
programmes for this reporting period have been delivered virtually using Microsoft Teams.
The Incredible Years programme is highly regarded and valued by partner organisations across
Plymouth. This is reflected by the volume of referrals received year on year. During this reporting period
240 referrals were processed and allocated to courses. Of those allocated 97 parent/carers accepted a
place on the course they were offered, with a further 53 asking to be deferred to a later course for a
variety of reasons.
Referrals for IY courses in Plymouth are made by a range of agencies with Health professionals
(including CAMHS), Early Years providers and school based Parent Support staff making around half
(47.0%) of those received during 2020 - 2021. Parents in Plymouth are also able to self-refer and their
referrals accounted for 2 in 5 (40.0%) of those received by PIAS during this reporting period.

2 in 5 (40.0%) parents who completed IY had a child with SEN/additional needs, with a further 1 in 6
(15.0%) referred as part of a child protection plan, court order or due to parental mental health.
The demand for IY continues to outstrip supply and waiting lists are carefully managed. Normal waiting
times for a course range from 12-36 weeks dependent on the course requested and time of year.
However, due to Covid-19 waiting times have extended significantly.
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3.2.3 IY Delivery
Thirteen IY courses managed by Plymouth Information, Advice and SEND Support (PIAS) have been
completed since September 2020. This comprised 6 IY ‘Basic’ courses, 1 IY Toddler course, 3 IY
School Age’ courses and 3 IY ASC 2-5 courses. In addition a rolling programme of IY 5 week virtual
taster sessions has been run in partnership with the Edison Nurture Centre.
The number of parents attending the core offer of virtual IY courses ranges from 4-8 parents per group.
Over 3 in 4 1(77.0%) parents who started IY attended half or more of the course.
Programme

Duration

Number of courses

Baby

8 weeks

0

Toddler

12 weeks

1

Pre-School /Basic

14 weeks

6

School Age

10-14 weeks

3

AS&LD 2-5

12-16 weeks

3

IY courses are run by PIAS Parenting Programme Facilitators in conjunction with staff from key partner
agencies including Children’s Centres, CAMHS, Psychology Service Research Assistants, school
based Parent Support Advisers/Family Support staff and specialist support staff from Drug & Alcohol
recovery programmes. The IY courses are held at community venues across Plymouth including
Children’s Centres, Parent Support organisations, schools and the PIAS training room. Around a third of
IY courses have an onsite crèche provided by Children’s Centre partners. The PIAS Parenting
Programme Team is also supported by a small team of volunteers from a variety of backgrounds who
have all received DBS clearance.
All Parenting Programme Facilitators are Webster Stratton certificated having completed the three day
IY Basic Training course. Five staff have completed the Autism Spectrum and Speech & Language
Delay 2-5 two day training, and two staff have completed the Incredible Years Baby 2 day training
course. All staff receive fortnightly supervision with the PIAS Service Manager, and the Senior
Parenting Programme Facilitator. This secures programme fidelity in the delivery of IY which is
essential for the effectiveness of the intervention.
3.2.4 IY Program Satisfaction Questionnaire Analysis: Parent Feedback
On the last week of an Incredible Years course parents are asked to complete an Incredible Years
Parent Program Satisfaction Questionnaire; 29 were collated and analysed. The key headline findings
for the academic year 2020-2021 evidence that IY is benefiting parents and their children across all
programs.
i. Baby IY
NB: Due to the ongoing pandemic and the face to face close contact required for this programme no
Baby IY courses were run in this reporting period.

1

% does not include those who dropped out in weeks 1 & 2
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ii. Toddler IY
NB: Due to the small number of participants on the Toddler group, parent feedback has been included
in the following Pre-school/Basic IY Report.
iii. Pre-school/Basic IY
When parent/carers were asked to ‘share your experience and ideas about the tele-format (Microsoft
Teams) sessions that you attended and whether you would do this again’ the response was
overwhelmingly positive will all parents who answered this question reporting that they would happily do
this again.
It is evident from the IY satisfaction surveys completed by parents on IY that the course is benefiting
them and their children.















1 in 4 parents (25.0%) indicated that since undertaking IY, the bonding/attachment that I feel with
my child had greatly improved, whilst half (50.0%) of parents stated that it had improved, and
around 1 in 5 (19.0%) said this had slightly improved, and one (6.0%) reported that this had
stayed the same.
One parent (6.0%) stated that since undertaking IY, their child’s behaviour problems which they
tried to change using the methods presented in this programme had greatly improved, whilst
more than half (56.0%) stated that it had improved ,and around 1 in 3 (31.0%) reported that it
had slightly improved, and one (6.0%) said this had stayed the same.
Two parents (12.5%) were greatly satisfied with their child’s progress since they had undertaken
IY, and more than 2 in 5 (44.0%) parents indicated that they were satisfied, whilst around 1 in 3
(31.0%) said they were slightly satisfied, and two parents (12.5%) felt neutral about this.
More than 2 in 5 parents (44.0%) stated that attending IY had helped very much with other
personal or family problems not directly related to their child, and the same number (44.0%) said
it had helped, whilst 2 parents (12.5%) reported that it had neither helped nor hindered.
Around 2 in 5 (37.5%) parents indicated that they were very optimistic about achieving good
results from the IY course, whilst more than half (56.0%) of parents were optimistic, and one
parent (6.0%) was neutral about this.
More than 4 in 5 (87.5%) parents indicated that they would strongly recommend the IY
programme to a friend or relative, and two parents (12.5%) said they would recommend IY.
Around 1 in 5 (19.0%) parents indicated that they were very confident in parenting at this time,
whilst around 4 in 5 (81.0%) said they were confident, and one parent (6.0%) said they were
slightly confident.
Around 1 in 3 (31.0%) parents indicated that they were very confident in their ability to manage
future behaviour problems in the home using what they had learned from the IY course, and over
half (56.0%) of parents were confident about this, whilst two parents (12.5%) said they were
slightly confident about this.
More than 2 in 5 (44.0%) parents indicated that they were very positive about achieving their
goal in this programme for their child and family, whilst more than 1 in 3 (37.5%) reported that
they were positive, and two parents (12.5%) felt slightly positive about this and one parent (6.0%)
felt neutral.
3 in 4 (75.0%) of parents found this overall group of techniques extremely useful, and around 1 in
5 (19.0%) parents found this useful and one parent was neutral about this.
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Parents made the following comments:
‘Highlighted what I was already doing, see things in a different light, increased confidence.’
“Working together and learning new techniques.”
“Sharing ideas and experiences in group discussion.”
“Role plays and coaching every week and having homework – implementing them and discussing
them.”
“Not necessarily needing to use skills, but having them there, going back to basics; recognising good
skills you’ve got.”
“Change in own attitudes towards parenting, calmer home.”
All parents said that they would do the course again using Microsoft Teams. Parents made the following
comments:
“Happily would do the course again on teams.”
“Yes.”
“Suited me really well as my daughter was unwell but I was still able to participate.”
“Really good, very easy to use.”
“Would do it again, more personal with fewer people – when more people on call, there are more
people to cover and feedback takes longer.”
“Happy to do it over teams again; easy to setup without account, easy to use.”

iv. School Age
Almost all parent/carers responded positively when asked how useful they found the tele-format
(Microsoft Teams) sessions, with parents reporting that they found the sessions either extremely useful
or useful.







One parent (10.0%) indicated that since undertaking IY, the bonding/attachment that I feel with
my child had greatly improved; and 2 in 5 (40.0%) parents said this had improved, whilst one
parent (10.0%) reported that this had slightly improved and 2 in 5 (40.0%) parents said that it had
stayed the same
Almost a third (30.0%) of parents stated that since undertaking IY, their child’s behaviour
problems which they tried to change using the methods presented in this programme had
improved, whilst 2 in 5 (40.0%) parents stated that this had slightly improved and almost a third
(30.0%) reported that this had stayed the same.
One (10.0%) parent indicated they were greatly satisfied with their child’s progress since they
had undertaken IY, and 2 in 5 (40.0%) parents stated that they were satisfied, whilst almost a
third (30.0%) was slightly satisfied with this and two parents (20.0%) gave a neutral answer.
One (10.0%) parent said that they were very optimistic about achieving good results from the IY
course and over 2 in 3 (70.0%) parents reported that they were optimistic, whilst one (10.0%)
said they were slightly optimistic and another (10.0%) that they were neutral about this.
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Over 2 in 3 (70.0%) parents indicated that they would strongly recommend the IY programme to
a friend or relative and a just under 1 in 3 (30.0%) stated that they would recommend it.
One parent (10.0%) indicated that they were very confident in parenting at this time whilst 2 in 5
(40.0%) were confident and the same number were slightly confident whilst one parent (10.0%)
felt unconfident.
One parent (10.0%) indicated that they were very confident in their ability to manage future
behaviour problems in the home using what they had learned from the IY course whilst half
(50.0%) the parents said they were confident and under 1 in 3 (30.0%) said they were slightly
confident, and one parent said they were slightly unconfident about this.
One parent (10.0%) indicated that they were very positive about achieving their goal in this
programme for their child and family, whilst 3 in 5 (60.0%) parents said they were positive and
one parent (10.0%) was slightly positive and another (10.0%) gave a neutral response.
One parent (10.0%) parent found this overall group of techniques useful, whilst 4 in 5 (80.0%)
parents found them to be useful and one found them somewhat useful.
Almost 1 in 3 (30.0%) parents stated that the main benefit of IY was learning about special time,
whilst for 1 in 5 (20.0%) it was their improved parenting, the group discussion, and everything
that was helpful. The following comments are indicative of those made by parents:

Parents made the following comments:
“Introducing special time - my daughter loves it.”
“Words – showing, like role play.”
“Better parenting skills and better behaved child.”
“All of it – all interesting and relevant.”
“Really enjoyed interacting with other parents.”
“Discussions, meeting parents in similar positions.”
“The beginning – play, special time and coaching.”
All but one parent said that they would do the course again using Microsoft Teams. The following
comments were made:
“Worked better than initially thought, we gelled well as a group, I would do another virtual group.”
“Not got a problem with doing it over teams, I would do it again.”
“Had to do the sessions on my phone, sometimes would lose contact, would not volunteer to do again.”
“Did enjoy the Microsoft sessions, would have liked to do it in an open session environment - both
facilitators were very friendly and supportive.”
“They worked yes, it’s nice to be face to face but they still worked.”
“I suffer from anxiety at times, so the Microsoft meeting were great for me. I would do the next one face
to face (Group environment) after a positive experience.”
“Found them useful and would attend again. Still bonded as a group even virtually.”
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v. Autism Spectrum and Speech/Language Delays (2-5)
It is evident from the IY satisfaction surveys completed by parents on IY that the course is benefiting
them and their children:










Almost all (87.5%%) of parents indicated that since undertaking IY, their child’s social and
emotional skills had slightly improved, with one parent (12.5%) reporting this had stayed the
same.
1 in 4 (25.0%) parents stated that since undertaking IY their child’s pre-academic skills for
language, reading readiness, and persistence at a task had improved, whilst the same number
(25.0%) reported this had slightly improved, and half (50.0%) of parents said this had stayed the
same.
1 in 4 (25.0%)parents indicated that since undertaking IY their child’s self-regulation and
imaginary play skills had improved and the same number (25.0%) of parents stated that these
had slightly improved, with half (50.0%) of parents reporting no change.
Almost 2 in 5 (37.5%) parents stated that they were very optimistic about their personal progress
at using the autism spectrum/language delays parenting skills whilst one parent (12.5%) said
they were optimistic and half (50.0%) of parents were slightly optimistic about this.
All parents (100.0%) considered the approach used to strengthen their child’s social and
emotional behaviours in the program was appropriate.
Almost all (83.0%) parents indicated that they would strongly recommend the IY programme to a
friend or relative whilst one (17.0%) parent gave a neutral answer to this.
A third (33.0%) of parents indicated that they were very positive about achieving their goal in this
programme for their child and family, whilst one (17.0%) parent was positive, and half (50.0%) of
parents were slightly positive about this.
More than 1 in 3 (36.0%) parents stated that the main benefit of IY was an increased
understanding of their child, behaviours, speech and language delay and how to help, whilst
around 1 in 4 (27.0%) parents saw the main benefit was providing parenting
ideas/skills/resilience and the same number (27.0%) said it was meeting other parents with
similar issues, and one parent (9.0%) said it had benefited the whole family. For individual
comments see table below. Indicative comments included the following:

“Understand the child more.”
“Learn the skills and strategies for having a child with autism/language delay.”
“Broad variety of small chunks of information.”
“Helpful having someone go through the behaviours and giving explanation.”
“Talking through processes on how to help child.”
“Giving examples, tips on what to try.”
“The program didn’t only help me and my son but it has benefits to my whole family as well.”
“Learning the social and emotion coaching, being able to speak with other parents who understand.”
“Having other parents that understand what you’re going through.”
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vi. Edison Nurture Provision IY Taster Parent Group
From July 2019 – July 2021 52 children have attended the Edison Nurture Provision.
As part of the support package offered to parent/carers 45 parent/carers were contacted by the PIAS
Parenting Team. Of these 16 have engaged with a parent group focusing on the Incredible Years Child
Directed Play and Social and Emotion coaching sessions. A further 6 have wanted telephone support,
which has led to some linking in with the PIAS SEND case work team. I in 4 (25.0%) of parents
attending the parent group have gone on to complete a full Incredible Years Basic 3-6, School Age 7-11
or ASC & Speech & Language Delay course 2-5.
Feedback collated from the Edison Nurture Group questionnaires has been overwhelmingly positive:

3.2.5 IY Monitoring measures
Parents attending a Baby/Toddler IY course complete an Incredible Years Baby Program Survey for
under 2 year olds. This is a parenting inventory which asks them to think about their strengths and what
parenting strategies and activities work or don’t work with their baby/toddler. This measure is used both
in the UK and in many other countries to evaluate the Incredible Years Baby/Toddler series.
The Incredible Years Baby Programme Survey comprises 48 statements that address four areas of
parenting: when I play with my baby, when my baby is crying, my baby’s development and caring for
myself. There are fifteen, ten, eleven and twelve statements respectively for each of the four areas and
parents indicate how much they agree with each statement by responding to a rating scale from 0-5
where 0 equates to never and 5 equates to consistently.
i. Baby IY
NB: Due to the ongoing pandemic and the face to face close contact required for this programme no
Baby IY courses were run in this reporting period.
ii.Toddler IY
NB: Due to the small number of participants on the Toddler group, parent feedback has been included
in the following Pre-school/Basic IY Report.
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iii. Pre-school/Basic & School Age IY
SDQs (Strength and Difficulties Questionnaire)
Parents attending a Basic or School Age IY course complete a Strength and Difficulties Questionnaire.
The Strengths and Difficulties Questionnaire (SDQ) is a brief behavioural screening questionnaire for 217 year olds. The SDQ used in Plymouth is two sided. Side one asks about 25 attributes, some positive
and others negative. These 25 items are divided between 5 scales:
1.
2.
3.
4.
5.

emotional symptoms
conduct problems
hyperactivity/inattention
peer relationship problems
prosocial behaviour

The scores from sections 1 - 4 are added together to generate a total difficulties score. Side two of the
SDQ asks whether the respondent thinks the young person has a problem, and if so, enquire further
about chronicity, distress, social impairment, and burden to others. This provides useful additional
information for clinicians and researchers with an interest in psychiatric cases and the determinants of
service use.
The follow-up version of the SDQ used in Plymouth includes not only the 25 basic items and the impact
question, but also two additional follow-up questions for use after an intervention. Has the intervention
reduced problems? Has the intervention helped in other ways?
Twelve parents on the IY Basic courses had completed pre and post course Strengths and Difficulties
Questionnaires in relation to their target child on file. Analysis revealed:

i. Overall stress scores





Pre IY 3 children had ‘very high’ overall stress scores according to their parent. Post IY one
child’s (33.3%) overall stress scores had reduced to ‘close to average’, whilst 2 children (66.6%)
still had a ‘very high’ overall stress score.
Pre IY 3 children had a ‘high’ overall stress score according to their parents. Post IY 1 child
(33.3%) saw their overall stress score reduce to ‘close to average’, another child saw their stress
score reduce to ‘slightly raise’, and one child’s score increased from ‘high’ to ‘very high’.
Pre IY 2 children had a ‘slightly raised’ stress score according to their parent. Post IY one child’s
(50.0%) overall stress score had reduced to ‘close to average’ and another’s remained
unchanged.
Pre IY 4 children had a ‘close to average’ overall stress score according to their parents. Post IY
3 of 4 children (75.0%) retained a ‘close to average’ score, and one saw this increase to ‘slightly
raised’.

Note: 4 of 12 (33.3%) children saw a reduction in overall stress scores according to their parent, whilst
6 of 12 (50.0%) remained unchanged and 2 of 12 children (16.6%) recorded a slight increase in their
overall stress scores.
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i. Risk of any diagnosis




2 children had a ‘high’ risk of any diagnosis before their parent/s undertook IY. Post IY 1 child
(50.0%) saw a reduction in risk from ‘high’ to ‘low’ and 1 child (50.0%) retained a ‘high’ risk of
any diagnosis.
7 children had a ‘medium’ risk of any diagnosis pre IY. Post IY 1 child (14.0%) saw a reduction in
risk from ‘medium’ to ‘low’, and 5 children (71.0%) retained a medium risk of any diagnosis,
whilst 1 child (14.0%) saw this increase from ‘medium’ to ‘high’.
3 children had a ‘low’ risk of any diagnosis pre IY. Post IY 2 children (66.6%) retained a ‘low’ risk
of any diagnosis whilst one saw an increase from ‘low’ to ‘medium’.

iii. Child’s problems


1 in 4 (25.0%) parents reported that since attending IY their child’s problems were ‘much better’,
whilst half (50.0%) of parents said these were a ‘bit better’, and around 1 in 4 (25.0%) reported
this was ‘about the same’.

iv. Helped in other ways


More than 2 in 5 (42.0%) parents attending IY said the course had helped in other ways a great
deal, whilst around 3 in 5 (58.0%) said it had helped in other ways a medium amount.

iv. School Age
Eight parents had completed pre and post course Strengths and Difficulties Questionnaires in relation to
their target child on file. Analysis revealed:
i. Overall stress scores





Pre IY six children had a ‘very high’ overall stress score according to their parents. Post IY one
child’s (16.6%) overall stress score had reduced from ‘very high’ to ‘close to average’, and
another child’s (16.6%) had reduced from ‘very high’ to slightly raised, whilst 2 in 3 (66.6%)
children still had a ‘very high’ overall stress score.
One child had a ‘high’ overall stress score according to their parents both pre and post IY.
One child had a ‘close to average’ overall stress score according to their parents both pre and
post IY.

ii. Risk of any diagnosis




Pre IY six children had a ‘high’ risk of any diagnosis. Post IY one child (16.6%) saw their risk of
any diagnosis reduce from high to low, and 2 in 3 (66.6%) children saw their risk of any diagnosis
reduce from high to medium, whilst one child (16.6%) had a ‘high’ risk both pre and post IY.
One child had a ‘medium’ risk of any diagnosis both pre and post IY.
One child had a ‘low’ risk of any diagnosis both pre and post IY.

iii. Child’s problems


One parent (12.5%) indicated that since attending IY their child’s problems were much better,
whilst 3 in 4 (75.0%) parents said these were a bit better, and one parent (12.5%) reported that
their child’s problems were much worse.
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iv. Helped in other ways


Two in three (62.5%) parents attending IY said the course had helped in other ways a great deal,
whilst 1 in 4 (25.0%) said it had helped a medium amount, and one (12.5%) said it had helped a
bit.

3.2.6 IY Developments
Firstly, the PIAS parenting programme offer has been included within the development of the Family
Hub service delivery model agreed by Cabinet in March of this year, as part of the integrated children
and young people’s system (CYP) in Plymouth, underpinned by the aspirations set out in ‘A Bright
Future’ 2021-2026.
The PIAS team are already working with key partners across Children’s Centres, Health and Social
Care located in the current children’s centre estate. Parenting Programme Facilitators are deployed
across these sites to provide a range of Incredible Years programmes which are demand led. The team
are therefore well placed to be responsive to the development of the Family Hubs model and to work
with partners providing both a universal and targeted offer. This presents exciting opportunities for how
we work in the future.
Secondly, due to the ongoing constraints of Covid 19 during this reporting period the Parenting
Programme facilitation team piloted a series of short trial Incredible Years programmes before going
forward with full programme delivery from November 2020. This shift from a face to face to a virtual
delivery model has been fully embraced by the team and delivered with enthusiasm and increasing
confidence. This has been a significant achievement over the last year.
Thirdly, it is anticipated that the PIAS Parenting Team will continue to support the Primary Nurture
Provision at Edison and the proposed expansion to include 18 pupils across 3 units. However, this will
be dependent on capacity in the short term, and long term how this intersects with the evolving Family
Hub model of providing services for children, young people and families.
Finally, following up on positive parental feedback the PIAS parenting team will continue to be open to
providing a limited virtual delivery model post-Covid, for those parent/carers who find it difficult to
access face to face groups, as part of the evolving Family Hubs offer.
However, it is important to recognise that this is a crisis intervention approach to ensure ongoing
support for families during the pandemic, and not a replacement for the need for face to face group
parent training programmes to be re-established when safe to do so.
3.3 Strengthening Families 10-14 UK (Strengthening Families Plymouth Pilot)
Strengthening Families 10-14 UK is an internationally recognised programme that has been delivered in
Plymouth since 2008. It is designed for parents and young people aged 10 to 14 years and aims to
increase resilience and reduce risk factors for substance misuse and other problems associated with
adolescence. The course has an extensive and robust research base, clearly demonstrating its
effectiveness as both an early intervention and as an exit strategy from targeted to universal services
(Spoth et al 2001a; Spoth et al 2001b; Coombes et al 2006, Allen at al 2008). The long term
effectiveness of SFP 10-14 UK has also been highlighted in an International Cochrane Collaboration
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systematic review funded by the World Health Organisation and UK Alcohol Education and Research
Council (Foxcroft et al 2003).
Strengthening Families Plymouth builds on the original course by introducing session materials which
take into consideration the impact of the Internet and social media on problems associated with
adolescence.
Evidence collated over the last ten years demonstrates that SFP works for a wide range of families in
the city and that the benefits from attending the course are sustained for many years. The following
insight provided by parents is insightful:
“If I had not undertaken the course in 2008 I would not be in the position I am now in. By attending the
programme I built on my parenting skills to such a degree that I was able to get all the children back
from being in care with Social Services. I’ve gone from strength to strength and I’m now very happily
married in a secure and safe home and have a steady job.”
“I attended SFP in 2010 and it literally saved the break-up of my family by increasing my parenting skills
and giving my daughter who attended with me a better perspective on life.”
“Attending SFP in June 2010 gave me the courage to eventually leave my marriage for the sake of my
children and also gave my eldest daughter the skills to make a better step forward in life to the point
where she is now raising her own children despite having Learning Difficulties.”

3.3.1 Key features
SFP 10-14 Plymouth (Pilot) comprises ten two hour sessions for parents and young people, who attend
separate skill-building groups for the first hour and spend the second hour together in supervised family
activities. Youth sessions focus on strengthening goal setting, dealing with stress and strong emotions,
communication skills, increasing responsible behaviour, and improving skills to deal with peer pressure.
Parent sessions focus on making house rules, encouraging good behaviour, using consequences,
building bridges, and protecting against alcohol and substance abuse.
3.3.2 SFP 10-14 Plymouth Referrals
The Strengthening Families Programme 10-14 Plymouth has built on the foundation of SFP UK which is
highly regarded and valued by partner organisations across Plymouth. This is reflected by the volume of
referrals received year on year.
Referrals for SFP courses are made by a range of agencies with Primary and Secondary School
partners making just under 1 in 5 (16.0%) of the referrals received during 2020 – 2021, with a further 1
in 5 referrals coming from Children’s Social Care and PIAS case workers (18.0%). Parents in Plymouth
are also able to self-refer and their referrals accounted for around half (52.0%) of those received by
PIAS during this reporting period. See chart below:
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The demand for SFP continues to outstrip supply and waiting lists are carefully managed. Normal
waiting times for a course range from 12-24 weeks dependent on time of year. However, due to a
reduction in staff capacity and Covid-19, waiting times have extended significantly.
3.3.3 SFP Delivery
Note: during this reporting period and ongoing Covid 19 restrictions, the PIAS parenting team were
unable to run any SFP courses as the tri-partite nature of the programme did not allowing for safe,
accessible virtual delivery.
However, to mitigate this gap in delivery a number of parent/carers of young people aged from 10 – 12
years old were offered a trouble shooting 7 week Incredible Years School Age programme to provide
short term support, until a face to face SFP course could be offered.
3.3.4 IY School Age (SFP 10-12 years) Trouble Shooting Parent Feedback
Parent Program Satisfaction Questionnaire - Key Findings
Eight end of course evaluations were completed by parents attending the course and the key findings
were as follows:




One in three (33.3%) of parents thought that the tele-sessions were extremely useful, and the
same number (33.3%) of parents found these to be useful, whilst 1 in 3 (33.3%) were neutral
about this.
One in four (25.0%) parents indicated that since undertaking IY, the bonding/attachment that I
feel with my child had improved; and around 2 in 5 (37.5%) of parents said this had slightly
improved, whilst the same number (37.5%) reported that this had stayed the same.
Half (50.0%) of parents stated that since undertaking IY, their child’s behaviour problems which
they tried to change using the methods presented in this programme had improved, and one
parent (12.5%) stated that this had slightly improved and around 2 in 5 (37.5%) reported that this
had stayed the same.
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Around 2 in 5 (37.5%) parent indicated they were satisfied with their child’s progress since they
had undertaken IY, and one parent (12.5%) stated that they were slightly satisfied about this,
whilst half (50.0%) the parents gave a neutral answer.
One (12.5%) parent said that they were very optimistic about achieving good results from the IY
course and over 3 in 5 (62.5%) reported that they were optimistic, whilst 1 in 4 (25.0%) said that
they were neutral about this.
Over 3 in 5 (62.5%) parents indicated that they would strongly recommend the IY programme to
a friend or relative and around 2 in 5 (37.5%) stated that they would recommend it.
One in four (25.0%) parents indicated that they were very confident in parenting at this time
whilst 3 in 4 (33.3%) were confident.
Half the parents (50.0%) indicated that they were very confident in their ability to manage future
behaviour problems in the home using what they had learned from the IY course whilst the same
number (50.0%) said they were confident about this.
Half (50.0%) of parents found this overall group of techniques to be extremely useful and around
2 in 5 (37.5%) parents found them useful, and one parent (12.5%) was neutral about this.
Half (50.0%) the parents stated that the main benefit of IY was meeting other parents and
sharing experiences, whilst one (12.5%) found this to be using the rewards and grab bags, and
another gaining a better understanding of their child’s behaviours and actions, whilst one found
this to be confidence building and for another it was everything.

The following comments are indicative of those made by parents:
“Meeting up with other parents, the opportunity to discuss our children in a non-judgemental way in a
safe environment, the Facilitators were great and very helpful.”
“Enjoyed the programme, took away several ideas / strategies to use, and especially liked the rewards
and grab bag session.”
“Better person for myself, better understanding of my children behaviour / actions.”
“Helpful supportive, and good technique’s to try built more confidence.”
“Hear about everyone else’s experiences and how they deal with them.”
“Listening to other parents and understanding that it’s hard to be a parent and we are doing our best so
keep telling yourself that you are! That you can ignore negative behaviour at an older age and to not
give question commands. That now and then commands are very useful with my son.
My son loves his Grab bag too and that was very useful.”
“Being in a group with people with other problems.”
3.3.5 Strength and Difficulties Questionnaires (SDQs)
An analysis of the seven pre and post SDQ’s on file revealed that:
i. Overall stress scores



Pre IY 6 children had ‘very high’ overall stress scores according to their parent. Post IY one
child’s (17.0%) overall stress scores had reduced to ‘high’, whilst 5 children (83.0%) retained a
‘very high’ overall stress score.
Pre IY 1 child had a ‘close to average’ overall stress score according to their parents. Post IY this
child retained a ‘close to average’ score.
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ii. Risk of any diagnosis



6 children had a ‘high’ risk of ‘any diagnosis’ before their parent/s undertook IY. Post IY 3
children (50.0%) saw a reduction in risk from ‘high’ to ‘medium’ and 3 children (50.0%) retained a
‘high’ risk of any diagnosis.
1 child had a ‘low’ risk of any diagnosis both pre and post IY.

iii. Child’s problems


1 in 7 (14.0%) parents reported that since attending IY their child’s problems were ‘much better’,
whilst more than 1 in 4 (28.0%) parents said these were a ‘bit better’, and over half (57.0%)
reported this was ‘about the same’.

iv. Helped in other ways


More than 1 in 4 (28.0%) parents attending IY said the course had helped in other ways a great
deal, whilst around 3 in 5 (57.0%) said it had helped in other ways a medium amount, and one
(14.0%) said that it had helped a little.

3.3.6 SFP 10-14 Plymouth developments: building on SFP 10-14 UK
An exciting development for the Strengthening Families programme is that the PIAS facilitation team
have developed an updated and extended ‘Strengthening Families Plymouth’ version of this
programme. Due to the success of the initial pilot in October 20019, the team has used the Covid-19
lockdown period to update the manual in readiness to move forward with this version in 2021 – 22.
The PIAS Strengthening Families 10-14 facilitator team will promote the updated programme in the
autumn term 2021 in preparation for wider use as plans for the Family Hubs become clear.
The updated PIAS Strengthening Families Plymouth Programme fits well with the Family Hub model as
part of the integrated children and young people’s system (CYP) in Plymouth, underpinned by the
aspirations set out in ‘A Bright Future’ 2021-2026.
The Strengthening Families Programme contributes to the aim of providing relationship support for
family stability working to build positive communication and healthy parent/carer and child relationships.
It provides support around parent/carer and child communication when making the transition from the
end of primary into secondary education (years 6 to 7), and works to reduce risk taking behaviours in
the teen years.
3.4 SPOKES (Supporting Parents on Kids’ Education in Schools) Ready for School Programme
The SPOKES research trial ran from January 2013 to December 2014 and involved 808 parents of year
1 children from 68 primary schools across Plymouth, Saltash and Torbay. There were six cohorts of
delivery, each with six groups running over 10 weeks.
Results from the Randomised Controlled Trial run in conjunction with the University of Oxford showed
that the programme significantly:
(i) Improved Key Stage 1 literacy scores:
 5 months for boys
 3-4 months for ALL children
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(ii) Improved Single Word Reading for boys only:
 3 months at medium term follow up
(iii) Improved Word Attack for boys only:
 3 months at medium term follow up
 7 months at long term
(iv) Changed parents’ support for literacy at home with significant improvements in:
 Parent support while reading with child
 Total number of strategies related to ‘talking around the book’
 Number of ‘pauses’ to allow child time to problem-solve
 Number of meaning prompts, e.g. ‘try looking at the picture’
 Total of labelled praise statements, e.g. ‘great, you sounded that word out, didn’t you?’
Due to the success of the programme, since September 2017 PIAS have offered SPOKES to primary
schools in Plymouth.
3.4.1 SPOKES Ready for School Programme Key Features
The overall aim of the SPOKES Ready for School Programme is to give the parent/carer the skills to
make their child ready for school.
By the end of the course, parents/carers will be able to support their child to:







Communicate effectively
Be able to listen attentively and use language constructively
Make reading and writing fun
Support a positive environment for school readiness at home
Support their child’s reading through the use of ‘Pause, Prompt and Praise’
Regulate their emotions and behaviours effectively

Groups of Key Stage 1 parents/carers meet once a week over nine weeks for two and a half hours.
Free books and other items, such as magnetic letters, magnetic boards and puppet packs are given to
parents/carers to use with their children and build on the strategies introduced within each session.
As stated, in addition to being a rewarding and bonding experience, the SPOKES programme has been
shown to help children make above expected progress including Key Stage 1 literacy scores for all
children (5-7 months for boys, 3-4 months for all children).
3.4.2 SPOKES Referrals
SPOKES is highly regarded and valued by partner organisations across Plymouth. During the academic
reporting period from September 2020 to August 2021, 8 parents/carers were allocated to courses (as
part of the core programme) with a further 15 foster carers from by the Virtual School (bought in
programme). However, the impact of Covid 19 has had significant impact during this academic year as
the PIAS parenting team were only able to deliver online courses rather than face to face courses.
3.4.3 SPOKES Course Delivery
One SPOKES course was delivered as part of the core programme from March to June 2021, with a
further two courses bought in by the Virtual School (one course ran from October to December 2020
and the other one ran from May to July 2021). The number of parents/carers attending SPOKES
courses usually ranges from 6 - 12 parents/carers. Several schools have expressed an interest in
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SPOKES, however current staffing capacity means we are unable to increase our offer beyond the
number of courses we are currently running per year.
Programme

Duration

Number of courses

SPOKES

9 weeks

3

70% of parents/carers who started SPOKES attended more than half the course.
SPOKES Starters and Completers from September 2020 – July 2021
DATE

SCHOOL

Oct - 20

Virtual School

March 21
May – 21

Beechwood
Primary
Virtual School

Total

STARTERS COMPLETERS % OF
COMPLETERS
7
5
71%
8

8

100%

8

3

37.5%

23
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3.4.4 Parent Feedback
Across the three SPOKES courses, parents/carers took the opportunity to make additional comments
about their course. Indicative comments made by parents/carers were as follows:
“Talking about the book, dropping words into ……….’s wordbank I found very useful. We both enjoyed
a regular bedtime storybook where I read, I still grab opportunities of sounding out a word.”
“I have really enjoyed the Thursday morning sessions. Such a shame it was virtual however, I am glad
I was able to take part.”
“I particularly enjoyed idea that there were so many methods/tools offered and that there is acceptance
that there is no ONE way to help the child. Children are as individual as the rest of people and what
works for one child won’t work with another.”
“I have greater understanding, awareness and belief in what I’m doing when supporting my child with
their reading and writing. I have become more available to my children in their learning. They have
benefited from knowledge gained.”
“Take part and enjoy it, it’s part of the learning process.”
“I would highly recommend this course to all parents/carers. It was nice to have interaction with other
carers and be able to exchange ideas and suggestions. ……… and ………. were great presenters and
provided very useful resources.”
“Parents/carers who struggle with helping children with literacy would benefit so much from this course.”
“Nice to meet other carers albeit virtual, listening and sharing experiences. Learning can still be fun.
Thank you.”
“It has helped to develop his love of stories and being read to even though he isn’t reading much
himself. Sharing stories is still important.”
“Do it. It was an eye opener. The role plays were fantastic and highlighted some traps I had fallen into.
There was always something to take away from it. I would do it again if I could.”
“Finding a regular time to read and fitting in our routine has worked really well.”
“I enjoyed the virtual group but can see that a classroom would work well too.”
On the final week of the SPOKES course, parents/carers were asked to complete a SPOKES
programme evaluation questionnaire. The key headline findings for the academic year 2020 - 2021
evidence that SPOKES is benefiting parents/carers and their children:




73% of parents/carers stated that following the completion of the SPOKES course, they felt ‘very
confident’ in supporting their child’s journey through school. This compared with a total of 47%
of parents/carers who felt ‘very confident’ in supporting their child’s journey through school
before the course.
47% of parents/carers stated that following the completion of the SPOKES course they ‘always’
listened, talked, read and wrote together with their child. This compared with a total of 13% of
parents/carers who ‘always’ listened, talked, read and wrote together with their child before the
course .
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Of all the techniques/content measured following completion of the SPOKES course, 100% of
parents/carers who answered this question (multiple choice list) found ‘Pausing and prompting if
your child makes a mistake when reading’ most useful. 100% of those who answered this question
also found ‘Praising your child for getting a word right’ most useful and ‘Talking about the book
before reading with your child’ most useful. Indicative comments made by parents were as follows:

“Letters and sounds were really useful. Thinking about things from the child’s perspective.”
“Talking about the author and illustrator was interesting and helpful.”
“Talking about the book, dropping words into ……….’s wordbank I found very useful. We both
enjoyed a regular bedtime storybook where I read, I still grab opportunities of sounding out a word.”
“Already had good routine with reading. Played lots before but now more child led.”
The SPOKES Co-ordinator at PIAS continues to promote SPOKES to primary schools across Plymouth
using various methods such as the PIAS website, parent friendly leaflets, posters and newsletters for
schools. Information on SPOKES is available on our website www.plymouthias.org.uk
PIAS continue to hold a waiting list of schools wishing to deliver SPOKES, including recurring SPOKES
friendly schools.
The team continue to receive funding from the Virtual School to provide SPOKES courses. Due to the
successful delivery of courses and excellent feedback, we were asked to deliver further programmes for
the academic year, funded by the Virtual School, for foster carers.
However, the impact of Covid 19 has had significant impact on how we have carried out delivery during
the academic year. As the PIAS parenting team were unable to fulfil key functions at the time due to
Covid, we were only able to deliver online courses for the academic year rather than face to face
courses.
After extensive research and training in 2020, our SPOKES facilitators deliver SPOKES online using
Microsoft Teams which allows for the continuation of the SPOKES programme to foster carers, funded
by the Virtual School and SPOKES courses, as part of our core programme, to primary schools in
Plymouth. We are planning to deliver face to face programmes again from September 2021.
PIAS also plan in the future to offer SPOKES at the Early Years stage to parents and carers, capacity
allowing.
In addition, as part of the PIAS parenting programme offer, the SPOKES programme fits well with the
development of a Family Hub model as part of the integrated children and young people’s system
(CYP) in Plymouth, underpinned by the aspirations set out in the Strategic Commissioning intentions for
the Plymouth Health and Wellbeing System 2018-20.
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Appendix 1: Minimum Standards

Minimum Standards for
SEND Information, Advice and Support Services
Information Advice and Support Services (IASS) provide free impartial, confidential and accurate
information, advice and support about education, health and social care for children, young people and
their parents on matters relating to special educational needs and disability. The provision of
information, advice and support should help to promote independence and self-advocacy for children,
young people and parents. Chapter 2 of the SEND Code of Practice sets out the role and activities of
an IASS, and should be read alongside these standards.
These minimum standards are based on the requirements relating to support that Information, Advice
and Support Services must provide, as set out in the Children and Families Act (CFA) 2014, the SEND
Code of Practice and on additional legal advice commissioned by the Information, Advice and Support
Service Network. A glossary and further guidance, including links to law and guidance will be available
shortly.

1. Commissioning, governance and management arrangements
1.1. The IASS is jointly commissioned by education, health and social care in accordance with the
CFA 2014. A formal agreement is set out in writing which refers directly to these Minimum
Standards, whilst also considering the need for continuity and stability of the service.
1.2. The IASS is designed and commissioned with children, young people and parents, and has the
capacity and resources to meet these Minimum Standards and local need. For smaller local
authorities (LAs) this may involve commissioning across local areas.
1.3. The IASS provides an all year-round flexible service which is open during normal office hours
and includes a direct helpline with 24-hour answer machine, call back and signposting service,
including linking to the national SEND helpline.
1.4. There is a dedicated and ring-fenced budget held and managed by an IAS service manager
located within an IASS.
1.5. The IASS is, and is seen by service users to be an arm’s length, confidential, dedicated and
easily identifiable service, separate from the LA, Clinical Commissioning Group and/or host
organisation.
1.6. LA and IASS ensure that potential service users, Head teachers, FE principals, SENCos, SEND
Teams, children’s and adult social care, health commissioners and providers are made aware of
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the IASS, its remit and who the service is for.
1.7. The Governance arrangements outline a clear management structure, encompassing a strategic
manager within the IASS and a steering group or advisory body which includes representatives
from service user groups and key stakeholders from education, social care and health.
1.8. The IASS has a development plan reviewed annually with the steering group/advisory body,
which includes specific actions and improvement targets.

2. Strategic Functions
2.1. Each IAS has a manager based solely within the service, with additional LA/CCG or host body
roles. They have responsibility for strategic planning, service management and delivery, and
quality assurance.
2.2. The IAS engages with regional and national strategic planning and training and demonstrated
effective working with other IASSs to inform service development.
2.3. The IASS works with local partners, including local parent and young people forums to inform
and influence policy and practice in the local area.

3. Operational Functions
3.1. The IASS provides:
Impartial information, advice and support (IAS) on the full range of education, health and social
care as defined in the SEND Code of Practice to the following service users –
a)
b)
c)

children
young people
parents

This support is offered in a range of ways which includes face to face, a telephone helpline,
email, website and social media.
3.2. The IASS provided branded information and promotional materials in a range of accessible
formats.
3.3. The IASS has a stand-alone service website that is accessible to all service users. The website
includes:






Contact details of the service
Opening hours
Response times
Information on a range of SEND topics
Signposting to other useful groups including parent groups and youth forums and
national helplines
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Signposting to the Local Officer
Key policies including a complaints procedure.

3.4. The IASS provide advocacy support for individual children, young people, and parents that
empowers them to express their views and wishes and helps them to understand and exercise
their rights in matters including exclusion, complaints, SEND processes, and SEND appeals.
3.5. The IASS provides information, advice and support before, during and following a SEND
Tribunal appeal in a range of different ways, dependent on the needs of the parent or young
person. This will include representation during the hearing if the parent or young person is
unable to do so.
3.6. The IAS offers training to local education, health and social care professionals, children, young
people and parents to increase knowledge of SEND law, guidance, local policy, issues and
participation.

4. Professional and development training for staff
4.1. All advice and support providing staff successfully complete all online IPSEA legal training levels
within 12 months of joining the service. Volunteers who provide advice and support should
complete IPSEAs Level 1 outline training within 12 months.
4.2. The service routinely requests feedback from service users and others, and uses this to further
develop the work and practises of the services.
4.3. All IASS staff and volunteers have ongoing supervision and continuous professional
development.
If you have any comments or questions about these standards or about IASS please email
iassn@ncb.org.uk
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Appendix 2: Definitions

Definitions
IASS use this definition of Advocacy:
Advocacy means getting support from another person to help you express your
views and wishes and help you understand and exercise your rights. IASS do not fulfil the role of
statutory advocates - more info here - https://www.mind.org.uk/information-support/guides-to-supportand-services/advocacy/legal-rights-to-advocacy/# nor do they provide legal advocacy as provided by a
lawyer.
More information on what we mean by advocacy can be found on the MIND website and in the extract
below:
https://www.mind.org.uk/information-support/guides-to-support-andservices/advocacy/#.WyJ4mKdKiM9
An advocate can:






listen to your views and concerns
help you explore your options and rights (without pressuring you)
provide information to help you make informed decisions
help you contact relevant people, or contact them on your behalf
accompany you and support you in meetings or appointments.

An advocate will not:




give you their personal opinion
solve problems and make decisions for you
make judgements about you.

The support of an advocate is often particularly useful in meetings when you might not feel confident in
expressing yourself. They can:





support you to ask all the questions you want to ask
make sure all the points you want covered are included in the meeting
explain your options to you without giving their opinion
help keep you safe during the meeting – for example, if you find the meeting upsetting, your
advocate can ask for a break until you feel able to continue.
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Appendix 3: Case Study

Plymouth’s Covid 19 Partnership Response
Streamlines Access to Support for Parent & Child
The context
I am supporting a family of a 10 year old boy that went through the neurological assessment pathway
with the Child Development Centre (CDC) in 2019. The assessment felt that although the child did
display characterises of ASC these were explained as traits of trauma that the child had experienced in
early childhood. The boy’s school were involved in the multiagency approach and never really
highlighted any concerns around learning or behaviour (although acknowledging he did have some
‘quirks’). The parent was never really satisfied with the outcome but the CDC referred him to CAMHS to
explore the impact of his early childhood trauma.

The story
The week before lockdown the parent was called to the school to discuss concerns around her son’s
learning and understanding as he appeared to be significantly behind. The child had recently got a new
teacher who was concerned that the child had not made age related progress as previously believed.
Meanwhile, at home the child’s behaviour had also needed to be micromanaged by the parent to avoid
meltdown and violent outbursts.
At the time of the CDC assessments learning difficulties had never been explored because the school
felt there weren’t any learning concerns. Mum has felt “very upset that the school are not admitting they
have failed my child”.
CAMHS tried to chat with the child online to begin to build a relationship for future work. However they
noted the child couldn’t sit still, and was very erratic and disengaged. With the response from the child
and the new information about possible learning needs CAMHS were unsure if the trauma work they
had intended for him would be accessible.
Mum again was very upset and frustrated but had maintained a link with her IAS worker. Our
SENDIASS service had made adjustments to the support we were delivering due to Covid-19. We were
offering parents who were struggling additional specialist phone support from our parenting
programmes facilitator team to help with hands on practically ideas to support with the change of
routines during the Covid 19 situation. Furthermore, a referral system was put in place where our IASS
service could refer directly to the Educational Psychologist Service and the Local Authority’s
Communication Interaction Team (SEND experts). These services are normally only accessible via the
child’s school. In this case the school felt they weren’t needed.
The IASS worker referred the parent to the covid-19 parenting helpline which is based within the IASS
service. A trained facilitator was able to contact the parent and discuss strategies and techniques for
the parent to use at home in the interim period while awaiting referral to the Communication Interaction
Team. Through talking through various strategies the parent felt supported and had a clearer idea of
behaviours that could be shaped positively and was able to make some small positive changes.
The parenting programme facilitator also placed the parent onto the parenting programme waiting list
and returned the parent to the IASS worker who was then able to refer the child to the specialist
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services (Ed Psych and CIT team). Within a couple of days a virtual meeting was held between
CAMHS, school and the Communication Interaction Team.

The outcome
Following the meeting the Communication Interaction Team had hand delivered mum social stories and
additional resources to help with her son’s understanding of the coronavirus.
In addition to that the boy visited school that same day to see any changes that had been made. This
was really important to the child who had been overhearing a lot on the news. This visit helped with his
anxiety around returning to school and also helped maintain a positive relationship with school.
The parent is awaiting a parenting programme start date at the IASS service and is aware of how and
when to access the parenting helpline.
A further outcome was the child is to be discussed at our local ‘access panel’ with CAMHS and CDC
professionals to see which services can best support his needs going forward.
The school’s linked Educational Psychologist has agreed to carry out a learning assessment once he is
attending school. The streamlined referral processes put in place during Covid-19 that the IASS service
can access has been a real positive and has been successful in many cases. It has helped parents
both in the immediate crisis and helped set long term targets to support their child to achieve positive
outcomes. This particular parent feels finally that people are seeing the struggles she has had at home
and is hopeful support will be put in place in the long term.
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P.I.A.S.
Customer survey
1st September 2020 – 31 August 2021
121 Responses
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Annual Report September 2020 – August 2021
Comments
1) How easy was it to get in touch with us?






















Via a friend it was easy.
Very easy, met many years ago in the Parent Conference.
I have had support before.
Once she knew who we were.
From school.
Found it easy, not easy as had to leave voice messages for us to get to them.
Didn't have a direct number for case officer just the main number.
Easy to find on google - left a message and someone replied within 1/2 working
days.
Called and got through to somebody immediately. Duty system worked well - very
quick process from initial contact.
Contacted us by phone - left message and we got back to her.
SEND Reviewing Officer sign posted.
Via Google support.
EP.
Via Friends and Family.
Made contact by phone. Signposted by CAMHS.
Via phone. Used us before in past. School advised contacting us again.
Didn't get a lot joy on initial calls getting someone to answer.
Youth worker.
Have used the service before.
Someone in work told her about us (ACE).
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2) How helpful was the information, advice and support we gave you?

 The information given by caseworker has been invaluable for our family.
 As always a very professional service.
 Didn’t get a lot of time to speak to caseworker but what they did have was
outstanding.
 I know a lot due to previous knowledge but helpful.
 Caseworker was always great.
 Caseworker was lovely but was contacted by school before the meeting. Parent
was told that school were right so not going to continue support. Parent is a
SENCO so doesn't want issues with him allocated to her school in future.
 Caseworker helped with every situation - went out of their way to help.
 Caseworker helped a lot and gave information that i didn't know about.
 At the time, I was quite worried. Being able to phone someone who was
knowledgeable reassured me. Caseworker told me next steps. Timely and
effective.
 School didn't seem to be doing anything, although when caseworker came along,
they seemed to put things in place.
 Very kind.
 Helped me better understand things.
 Really friendly, very supportive and understanding.
 Always found team to be very efficient. Highly recommended. Advised friend to
contact DIAS as she lives in Devon - hopefully they will be just as good.
 Amazing.
 Absolutely fantastic.
 Absolutely amazing. Caseworker has been an absolutely star and has really
helped parent through what has been a difficult time for me (Parent). Caseworker
very attentive and listened to my concerns and bent over backwards to offer sound
timely advice.
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 Caseworker reinforced the law and made parent feel comfortable and at ease to
talk to the Education Welfare office (EWO).
 Would like to thank caseworker for being extremely pleasant and very helpful.
 Fantastic, without caseworker we wouldn't have moved on like we have. Supported
my son through thick and thin.
 Mainly for confidence building.
 Got everything resolved quickly.
 Can't fault the service.
 Information given was good however not being able to attend the meeting was a
big let-down. As a result parent decided to move school and disengage with PIAS.
3) How neutral, fair and unbiased do you think we were?

 Extremely unbiased.
 Very impartial but not always helpful. We wanted someone to say this is the law
and why are you not doing it previously.
 Listened and didn't judge.
 Explained process and what we could do.
 Extremely fair.
 Throughout every stage - made sure our best interest was met.
 Just really helpful.
 Seen caseworker and an intermediate for the school.
 The gentleman I supported was rightly positioned to support both parents and
school. Felt like we had someone there to check and ask the right questions at the
right time.
 Caseworker listened to both sides of the story. Wasn't for or against either side.
 When attended meetings caseworker supported very well.
 Brilliant impartiality.
 Caseworker was willing to advise school and other professionals without bias.
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 Caseworker kept the parents well informed and gave them options to think
about during the time she supported them and did not take anyone's side.
 Fair with everything.
 Listened well and helped parent to find right solution.
 Had the child at the heart of the service and supported parent well.
 Straight to the point very professional.
4) What difference do you think our information, advice or support has made for you?

 It was useful to know what the process was etc. I also knew where PIAS was
available.
 The information and support has helped my children to progress and develop.
 Without caseworker's support we would be lost.
 Not through fault of caseworker, but still feel support for child is not in place.
 On this occasion I feel it didn't make a massive difference but feel the school
changed massively with their attitude.
 Didn't have a clue until caseworker helped.
 Because only into one meeting but meeting went well.
 Just a first meeting, thinks school doing a good job and everything is being
covered. Not much caseworker could do.
 Without the info I wouldn't have been able to get an outcome.
 With that help I was able to get the EHCP.
 Just by being there has made a difference as school now putting things in place.
 Only limited contact as mum didn't need a lot of advice from PIAS.
 Nothing's changed for us.
 Managed to get an EHCP and supported my son into post 16.
 Reassuring presence.
 Things are on hold at the moment - will come back nearer the time.
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 Caseworker made it really clear about the steps of applying for an EHCP and the
threshold. This helped with the decision-making.
 We've now got things in place - base card, reduced timetable and a plan to move
forward. There was nothing in place before.
 Three members of staff and all three have advised very well.
 Caseworker very simple I was lost and I did not have much support until met PIAS.
Very approachable. I was much more confident.
 The presence of PIAS has previously changed.
 It helped me understand processes etc. The school listened when caseworker
spoke.
 Caseworker helped a lot and helped parent become more empowered.
 Caseworker was very supportive and extremely helpful.
 Caseworker was absolutely amazing and helped mum through the processes for
the Annual Review and help in choosing a school guidance.
 Helped me to make choices to do with my daughter's education and how to
approach the school. Gave me the confidence.
 I appreciate all of the support I've been provided. The advice has helped me
implement things I needed to do.
 Very helpful. Caseworker did everything they could. Always there for me.
 Supported me to a satisfactory outcome for my son.
 Had lots of Support from PPP/PIAS.
 I was able to share the load and it was very reassuring.
 If we hadn't had support from caseworker wouldn't of known the process of the
EHCP.
 Cannot fault the service at all, really great in supporting us with our case. Good
communication through the process.
 Able to bring up the points that caseworker suggested and it made a difference.
 With the support I got the plan that was right for my child.
 Caseworker's help was so helpful and his input was brilliant.
 Having caseworker made a big difference as school were then listening.
 Gave me information that I haven't been able to get elsewhere and school didn't
provide.
 You now know what to expect and to ask.
 Caseworker really did try to help.
 Original info was incorrect and PIAS helped to straighten out.
 Just had to ask if not sure.
 Changes mind set, helps parent to feel confident to speak up.
 Help me to understand that what I knew and that I was doing the right thing.
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5) Overall, how satisfied are you with the service we gave?






















Did her job extremely well.
Knew where the support was.
Very happy, caseworker is a star.
Caseworker is great.
Caseworker is fantastic.
I can't thank caseworker enough. I fought for 4 and a half years for my son, trying
to get him into special school and the caseworker has worked miracles for my son.
Caseworker was very helpful and helped me understand what being said in a
language I understood.
Caseworker was great and it’s great to just chat and offload.
Lovely on phone and helpful when they spoke. But none of the discussion they had
was brought up at meeting. Don't believe there was any malice, don't know what
the conversation they had with school. Son with cerebral palsy and other issues
and not on SEN register. Didn't feel they were alongside. Wish they'd stopped
meeting as got very upset.
Pleased with availability to attend the TAM meetings and the system in place could call at any point for support.
Very happy with caseworker's presence at the meeting.
Caseworker was really good, really friendly and helpful with my choices.
Caseworker is outstanding. They’re a very lovely person and got customer skills.
Nothing is too much for them. My son said it's the best school he's been to since
primary and to say thank you to caseworker. I never thought I'd see the day my
son said he wanted to go to school but he does now.
Over the moon, would absolutely recommend PIAS to everyone.
Very good support felt caseworker really cared.
Got school the family wanted.
Caseworker listened to me and explained things and gave me loads of information.
Generally satisfied.
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6) How likely is it that you would recommend the service to others?






















Already has done so.
Already have.
Zoom meetings were offered during COVID 19, felt supportive.
Already done so.
Important that people contact you.
Positive feedback - thought caseworker was very knowledgeable.
If it wasn't for caseworker and the service you offer I would be lost. I felt very
supported and things moving forward for my child so very grateful.
Didn't know where to turn and was then passed onto PIAS and the help,
communication and advice that was given was brilliant so thank you.
Already has done so.
Caseworker was really helpful, just being there at the meeting made a different as
schools don't always listen.
Caseworker was brilliant, gave me all options that were available to me and now
my child is sorted and happy thanks to PIAS.
Holly was really brilliant and I would recommend PIAS to other parents
Already done so.
Already done so.
100% everyone I spoke to was very helpful and knowledgeable.
Would highly recommend. Thank you for the support given, parent very happy.
I would recommend the service to everyone I know caseworker went over and
beyond and was amazing!
It was a really big help having caseworker around. Nice to have an outside
organisation that was impartial.
I've already recommended to other parents
I would recommend - I have already and I was recommend by a friend.
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 We were in a very negative place. However, the service gave me confidence and
knowledge moving forward. I was considering EHE before the support was put in
place. The meeting support and asking questions on my behalf and emailing
information was very helpful. We have had a full circle and things are going great.
 Have recommended to people before and since contacting us. I work in a special
school. Have recommended to friends having difficulties in mainstream schools. I
also signpost parents in school, especially due to Covid guidance/restrictions.
Friends have also had positive experiences.
 I've already recommended to friends who are struggling.
 Caseworker was extremely helpful and we had a good outcome and PIAS were a
part of it.
 Always recommending to different people.
 I have done this. Always recommend [caseworker].
 Already have signposted to other family.
 I was very happy with caseworker's work, they were very professional/great
communication and a good network to have.
 Caseworker we dealt with was great and made it clear they would happily open our
case for support on a review if needed.
 I just wanted to let you know how happy I am with the support I’ve received from
caseworker. I first went to PIAS at the beginning of this year for some help as had
been refused an EHCP for my son a few years ago. Nothing has been too much
trouble for caseworker, even in the lock down, they helped me. When the EHCP
got refused again they helped me appeal. He’s [son] now got the EHCP and going
to get the help he needs. Would never have got it without caseworker’s help. So
thank you for your service and amazing staff.
 Already done so.
 Caseworker was very much on the ball and brilliant.
 Already have done.
 Already mentioned us to people.
 All the time.
 Already done so.
 Already done.
 If I didn't have caseworker’s support I would've struggled and wouldn't be where
we are today – they really helped us so thank you.
 I have already mentioned PIAS.
 Caseworker was very knowledgeable, helped me to understand what the jargon
was i.e. EHAT etc. I didn't feel stupid as caseworker was able to explain
everything.
 Cannot express how grateful I am for the support that was given.
 Incredible helpful and pushed us in the right direction. We wouldn't get where we
would today without caseworker’s advice and support. Our child now has an
EHCP so really pleased.
 Will be using service again for younger child and recommend professionally to
families.
 It's about supporting each other and good to bounce ideas.
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 Caseworker was fantastic, very friendly, gave us the right information which was
key at the time so a great service. Thank you.
 Great outcome, thanks.
 Caseworker was very helpful, informative, made it easy for us to understand the
whole EHCP process so thank you.
 Have already.
 Very helpful, put mum at ease at meeting.
 Used service loads of times.
 Always recommend my friends to PIAS, great service.
 I feel sometimes as you all have links with professionals within the council you
might hold back on what you might want to say or share.
 Caseworker was really great, thank you.
 Thank you to both caseworkers for your service and thank god this service exists!
 Thank caseworker for what they did, was very helpful.
 Caseworker always there at the end of the phone ready to help and answer
questions. He couldn't have helped more and will certainly use the service again if
needed. Thank you.
 I already have. PIAS does provide a good service.
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