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1. Introduction

1.1 This specification reflects the statutory duty of local authorities and clinical commissioning groups to provide impartial information advice and support in health, care and education for their community, as laid out in the Children and Families Act 2014. 

1.2 Following this legislation, The Special Educational Needs  Code of Practice,  0 to 25 years (April 2015) sets out the minimum standards for this statutory service:

a	The provision of  impartial advice, information and support to all parents/carers of children with SEN and/or disability.
b.	Information and advice must be free, accurate, and confidential and in formats which are accessible and responsive to the needs of users.
c	To work with the Parent Carer Forum and other user groups to ensure  that parents/carers and  young people’s views are heard, understood and inform and influence the development of local SEN policy, practice and decision making.
d	Children are consulted and their views are taken into account in decision making
e	To work with schools, the Local Authority (LA), Clinical Commissioning Groups (CCGs) and commissioning officers and others to help them develop positive relationships with parents/carers and young people
	

1.3 The Act set out that some children and young people aged 0-25 with special educational needs will have a coordinated assessment of education, health and care needs and an EHC Plan . 

1.4	Aspects of the service specification may be changed as SEND implementation develops during the contract, with written agreement from both parties.

2. Service Overview
2.1	The purpose of the Impartial Information, Advice and Support (IIAS) service is to promote, support and facilitate where necessary, partnership between parents/carers, young people and the Local Authority (LA), Clinical Commissioning Groups (CCGs), schools, health services and voluntary bodies in  identifying, assessing and making provision for children and young people with special educational needs (SEN) and disabilities.  
2.2	The IIAS will operate as a service which is independent from the LA, Education Providers and health providers and commissioners so that it can provide parents/carers and young people with advice which is impartial. 
2.3	The IIAS will provide an informal disagreement resolution service for parents and children and young people with special educational needs between:
· Ealing Council, governing bodies of maintained schools and nurseries, early years providers, further education providers, and academies about how they are carrying out the education, health and social care duties
early years providers, schools or post-16 institutions about special education provision made for a child or young person
· Ealing CCGs and Ealing Council about health and social care provision during EHC needs assessments, while EHC plans are being drawn up and reviewed
2.4	Information, Advice and Support will be required and provided to children and young people with SEN or disability
2.5	The IIAS will provide a range of services for parents/carers and young people to inform them about SEN, disability and EHC planning procedures and provision and empower them to communicate confidently with schools, educational settings, the LA, the CCG, health providers and other statutory agencies.
2.6	The IIAS will help promote positive dialogue between parents/carers, children, young people with  schools and educational settings, education, health and social care services.
2.7	The IIAS will help promote independence and self-advocacy for children, young people and parents/ carers

3. Principles

3.1	The principles that will inform service delivery are:


3.1.1 Parents/carers, children and young people have a right to be consulted about and involved in the planning and delivery of SEN Support Plans and Education, Health and Care plans
3.1.2 Parents/carers and young people should be treated with respect
3.1.3 Parents/carers and young people should be enabled and supported to make informed decisions about their education through the provision of timely, accurate information
3.1.4 Children, young people and parents/carers  will be supported for greater independence and self-advocacy 
3.1.5 Parents/carers and young people should, when required, be supported in their dealings with schools, other educational settings, the LA and CCGs. Parents/carers and young people should also be empowered, where possible, to deal independently with these bodies
3.1.6  High aspirations for all children and young people 
3.1.7 young people are well- prepared for adulthood and are given the right support to
young people are well- prepared for adulthood and are given the right support to plan for themselves and lead full lives, Preparing for adulthood -

4.	 Eligibility criteria
4.1	The service is available for all children and young people and their parents aged 0-25 living in the London Borough of Ealing or eligible for Ealing health services, if they have a SEN or disability or believe they have additional needs.
4.2 A child or young person aged 0-25 has SEN if they have a learning difficulty or disability which calls for special educational provision to be made for them.
4.2.1  A child of compulsory school age or a young person has a learning difficulty or disability if they: 
(a) have a significantly greater difficulty in learning than the majority of others of the same age; or 
(b) have a disability which prevents or hinders them from making use of educational facilities of a kind generally provided for others of the same age in mainstream schools or mainstream post-16 institutions. 
4.2.2	A child under compulsory school age has special educational needs if they fall within the definition at (a) or (b) above or would so do if special educational provision was not made for them. 
4.2.3 Post 16 Institutions often use the term learning difficulties. The term SEN is used in this specification across the 0-25 age range but has the same meaning.

4.3 Where a child or young person has a disability or health condition which requires special educational provision to be made, they will be covered by the SEN definition. 


5.	 Referral routes
5.1	Parents/carers and young people will self-refer into the service.
5.2	There may on occasion be referrals from the Local Authority, the health service, schools and other educational settings or voluntary organisations.  If this is the case, the Provider must ensure that the parent/carer fully consents to the referral being made before any further action is taken.

6.	 Meeting the needs of service users
6.1	Services will be available during normal office hours as well as available, at a minimum, for one evening during the working week.
6.2	The Provider will take responsibility for ensuring that parents/carers and young people whose first language is not English are able to use the service to the same standard as everyone else.  This will include hiring qualified interpreters where necessary. The Provider will be required on an annual basis to provide information about parents/carers and young people who have language needs and who have required the a translation or interpreting service.
6.3	The Provider will take responsibility for ensuring that parents/carers with disabilities are able to use the service to the same standard as everyone else.  This will include providing Braille and audio versions of information or other formats and advice where necessary.

7.	Geographical location
7.1	The Provider will have a primary base within the London Borough of Ealing which will facilitate access from different geographical areas of Ealing.
7.2	The Provider shall provide services from a range of different premises in the borough in order to ensure reasonable access for all parents/carers and young people using the service.
7.3	Any building used for service users will be compliant with the Disability Discrimination Act (2005) to ensure access for all.

8.	Conflict of interest
8.1	Where the Provider delivers other services which are relevant to the needs of children and young people with additional needs, such as educational provision, the Provider must ensure the advice they give as part of the IIAS is neutral, and any support and information given to parents/carers and young people is uninfluenced by any other interests or services that the Provider may offer.
8.2	Financial records and information reports for the IIAS must be clear and distinct from any other service the Provider delivers.

9.	Staffing
9.1 The service will be provided by staff with 
a	Detailed and accurate knowledge of all relevant legislation relating to health, education and social care
b	Detailed and accurate knowledge of local services and processes relating to health education and social care
c	Strong interpersonal, negotiation and mediation skills
d	Skills of working in partnership with and engaging parents/carers children and young people

10.	Partnership working
10.1	The Provider will develop strong partnership links with education, health,  social care and other relevant agencies including:
	Adult and Children’s Social care and other Local Authority Services
	Ealing Service for Children with Additional Needs (ESCAN)	
	Education services 
Schools and educational settings	
Youth and Connexions
Health services
Health Watch
GPs
Ealing Clinical Commissioning Group (ECCG)
Voluntary and community groups

		
11.	Detailed Activity
11.1	The Provider will deliver a free, confidential, independent and impartial service, giving advice, support and accurate, neutral information to parents/carers and young people regarding their rights, roles and responsibilities in relation to SEND support and other local services.
11.2	The Provider must ensure accessible advice and support with arrangements for 
a. face to face
b. telephone 
c  other forms of communication including for example email, SKYPE etc

11.3	Information, support and signposting must cover all matters relating to the local offer.
11.4 The Provider will be able to explain and interpret processes and procedures as set out in relevant legislation and in the relevant  Code of Practice (2015) and local arrangements for parents/carers and young people in an accurate and useful way.

11.5 The Provider will promote independence and self-advocacy for parents, children and young people.

11.6 The provider will provide initial  advice and support on the take up and management of personal budgets

11.7 The advice and support offered to children, young people and parents should include support such as: 
11.7.1 individual casework and informal advocacy;
11.7.2 support in attending meetings, contributing to assessments and reviews, and participating in decisions about outcomes for the child or young person 

11.8 Where requested by parents or young people seeking information relating to SEN or disability, the service  will engage to help them through the statutory process.

11.9 The Provider will ensure that information about the IIAS is publicised widely in the area, using a variety of media and languages in order to reach the majority of parents and young people in the community.

11.10 The Provider will give unbiased information on the range of provision available for the education, health and care of children with or seeking an EHC plan.

11.11 The Provider will ensure that parents and young people are informed about other agencies, such as Education, Health Services, Social Care Services and voluntary organisations, which can offer information and advice about their child's particular need.

11.12 The Provider will ensure health messages and health inforamtion are promoted to service users

11.13 The Provider will ensure that there is a resource library on education, health, and social care, available for parents/carers and young people to use at convenient times.

11.14 The Provider will be well informed about services in the borough which can support parents/carers and young people with other, relevant issues such as housing and benefits, and will provide accurate and helpful signposting to parents/carers and young people who need further support.

11.15 The Provider will aim to take the views and wishes of children and young people into consideration, and will have clear justification for situations where the attempt was not successful.

11.16 The Provider will ensure that participation and consultation forums are held for parents/carers and that practical support is offered, either individually or in support groups, to help them in their discussions with schools, the Local Authority and other statutory agencies.

11.17 The Provider will deliver training and support on relevant procedures and legislation for parents/carers , children and young people. This will include advising parents/carers and young people about  resolving disputes locally, appeal processes, tribunal processes, statutory assessments, annual reviews and other meetings.

11.18 The Provider will actively promote and facilitate  an informal disagreement resolution  to parents/carers and young people and will  information about the  the mediation service, commissioned by Ealing, in situations that cannot be resolved locally.

11.19 The Provider will contribute to relevant training programmes as required by the Local Authority or as requested by other key stakeholders.

11.20 The Provider will deliver training on effective communication and relationships with parents/carers and young people to schools, including governing bodies.

11.21 The Provider will influence and support schools, Local Authority and health service staff and other agencies in developing positive relationships with parents/carers and young people

11.22 The Provider will ensure the views of parents/carers  and young people are heard and understood and will use this to inform and influence the development  of local  policy and practice.

11.23 The Provider will ensure access to an independent Advisor or all parents/carers who want one.

11.24 The Provider will ensure Independent Supporters are trained appropriately and will ensure they are kept up to date with all relevant aspects of SEND policy and procedures in order to fulfil their role effectively.

11.25 The Provider will regularly review the effectiveness of the service by seeking feedback from parents/carers, young people and agency partners.

11.26 The provider will ensure staff are trained to support and work in partnership with parents
12. Targets

	Inputs
	Monitoring frequency

	Total spend on the service (including any additional funding)_
	Annual Report

	List of staff and volunteers working in the service, including job titles and pay rates
	Annual Report

	Details of staff vacancies or long term absence
	Quarterly report



	Outputs
	Monitoring frequency

	Number of parents/carersand young people using the service, including their ethnicity, gender and disability
	Quarterly report

	Percentage of time employed IIAS staff spend on:
· Direct contact work with parent/carers and young people – health, care and education cases
· Information and publicity
· Work with professionals – across health, care and education
· Informing policy and practice – in health, care and education
· Service management
	Annual report
(this information may be collected in a number of ways, and will be agreed between the Provider and the Commissioner)

	Number of referrals and details of cases received regarding:
· Health
· Education
· Social Care

	Quarterly report

	Percentage of service users receiving an initial acknowledgment of referral within two working days.
	Quarterly report

	Percentage of service users receiving a first appointment within five working days
	Quarterly report



	Outcomes
	Measure
	Report

	Parents/carers and young people feel better informed about health, care and education services
	Results of surveys and evaluations
	Annually

	Parents/carers and young people feel positively involved in the service, and report increased confidence in representing their views or participating in decision making and seeking information
	Examples of targeted initiatives that have sought to engage with parent/carer service users from minority/hard to reach groups.
	Annually

	
	Results of the Provider's feedback and review system, including an annual service user questionnaire.
	Annually

	
	Number of commendations and formal complaints from parent/carer/young person service users, represented as a percentage of the number of parent/carer service users.
	

	
	A strategy for engaging with parents/carers and young people is published.
	Annually

	Parents/carers and young people have improved independence and  feel empowered to make decisions 
	Results of survey, evaluations and feedback
	Annually

	Parents/carers from Black and minority ethnic groups, and 'new arrivals' in Ealing, are able to access the service
	Percentage of parent/carer/young person service users from Black and minority ethnic groups, and percentage who are 'new arrivals' to the country
	Quarterly

	Parents/carers and young people feel  appropriate information on health  services and conditions is available and received
	Result of Provider feedback and review systems
	 Annually 

	
	Number of health care cases and queries received
	Quarterly

	Parents/carers and young people feel appropriate information on social care services is available and received
	Result of Provider feedback and review systems
	Annually

	
	Number of social care cases and queries received
	Quarterly

	Parents/carers and young people feel appropriate information on education services is available and received
	Result of Provider feedback and review systems
	Annually

	
	Number of education cases and queries received
	Quarterly

	Disagreement resolution and tribunals are a last resort, and the service's skill ensures most cases are resolved amicably.
	Number of families approaching wishing to go to tribunal where an alternative solution (e.g. the family has been supported to work with the school or meet with the LA to resolve the situation) has been found.
	Quarterly

	
	Number of appeals lodged regarding EHC plans with active IIAS involvement in previous 6 months
	Quarterly

	Children's exclusion from school is avoided
	Number of exclusions reported by families within 6 months of the service’s involvement 
	Quarterly

	Transition between schools and or within schools is improved 
	Number of families whose child has been at a transition[footnoteRef:2] stage who report after 6 months that the transition has been successful [2:  This includes any transition between settings: e.g. EY to primary, primary to secondary, secondary to college or other further education, mainstream to special, special to special, mainstream to mainstream etc.] 


	Quarterly

	Partner agencies feel the IIAS is useful in building positive relationships
	Partner agencies report positive evaluations and good working relationships with the Provider 
	Quarterly



The Provider may have alternative means of evidence to support the achievement of the targets listed above.  These will be considered by commissioners, and a broad range of evidence will be welcomed in all cases.

13. Quality Standards
13.1	Quality standards will be monitored on an annual basis as part of the annual review, but spot-checks may be carried out throughout the year to ensure compliance.
13.2	The Provider will demonstrate that there is a quality assurance system in place.
13.3	All staff will be appropriately trained and supervised and have access to professional information and advice as appropriate and relevant to the services provided.
13.4	The Provider will have a complaints system in place. Where a complaint cannot be resolved by the Provider, then it should be discussed with the commissioner. The Commissioner may then decide to investigate the complaint.
12 
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13.5 The Provider will have customer care standards in place.

13.6 The Provider will carry out an annual parent/carer and young person user satisfaction survey focusing on the effectiveness of the IIAS. In carrying out this survey the Provider will monitor the responses by gender, disability and ethnicity of the parents/carers and young people. The Provider will track year on year changes in parent/carer and young person satisfaction levels. The Provider will share the results of the parent/carer user satisfaction survey with the Commissioner.

13.7 [bookmark: _GoBack]The Provider will contribute to an annual satisfaction survey with schools. This survey will be managed by LA officers and focus on a range of services including the IIAS. Feedback about the IIAS that emerges from this survey will be communicated to the Provider in contract monitoring meetings.

13.8 The Provider will ensure that all staff and volunteers working with children and young people or vulnerable adults must have a satisfactory DBS check. All staff and volunteers without a clear DBS who can, nevertheless, legally be employed, must be  discussed  with  the   Commissioner  to  ensure   procedures protecting children and young people are followed.

13.9 The Provider will operate within Ealing's Safeguarding policies and its own and will ensure that its staff undertake relevant training and are informed about Ealing's policies.
14.	Monitoring and Review
14.1	The IIAS will make regular and systematic use of information to monitor service use, to provide information on outcomes and to assess impact. 
14.2	Reporting will include an  annual  report which fully describes the aims of the IIAS and any changes which are planned, its objectives and  the practical activities that are carried out to bring about a change in the target group and to enable the service to achieve its aims.
14.3	A LA commissioning manager and CCG representative  in consultation with relevant service managers, will lead on monitoring the contract. 
14.4	 Contract monitoring will comprise of a minimum of 4 meetings per annum.  One of these 4 meetings will be an annual review meeting.
14.5	The strategic annual review meeting is to provide both a review and also a forecast of demands.  It will also include amendments in relation to the annual development plan.
14.6	The Provider must ensure that there is an agreed annual development plan which sets out clear targets to inform the annual review meeting. The annual development plan must be circulated prior to the meeting.
14.7 	The Provider will deliver data to the Commissioner on a quarterly basis and as part of the annual review.  The data will evidence the inputs, outputs and outcomes detailed in Section 12 of this specification.
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