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Purpose
These Terms of Service explain what you can expect from SEND Empowerment Advocacy and what we ask from you while we work together. Our aim is to ensure that our support is clear, respectful, and safe for everyone involved.
1. About Our Service
SEND Empowerment Advocacy is a community organisation that provides independent information, guidance, and advocacy to parents, carers, and young people with Special Educational Needs and Disabilities (SEND).
Our volunteers can:
· Provide information about SEND law, the EHCP process, and your rights.
· Support you to express your views in meetings or communications with professionals.
· Help you prepare letters, forms, or evidence for education, health, or social care matters.
· Offer emotional support and signpost you to other relevant services.
We cannot:
· Provide legal representation or advice beyond our training.
· Make decisions on your behalf.
· Act as mediators between you and professionals.
· Guarantee a specific outcome from any meeting or appeal.

2. Confidentiality & Data Protection
· All personal information you share with us will be kept confidential and handled securely, in line with the Data Protection Act 2018 and UK GDPR.
· Information is stored on secure, password-protected systems approved by SEND Empowerment Advocacy.
· Your information will never be shared with other organisations or professionals without your explicit consent, unless we are required to do so by law (for example, if there are safeguarding concerns or a court order).
· You have the right to request access to, correction of, or deletion of your personal data at any time by contacting info@sendempowerment.co.uk.

3. Safeguarding
We are committed to safeguarding children, young people, and vulnerable adults.
If we believe that someone is at risk of harm, we have a legal and ethical duty to share relevant information with safeguarding authorities. We will always try to inform you if this happens, unless doing so would increase the risk.

4. Our Commitment to You
We will:
· Treat you and your family with respect, empathy, and professionalism.
· Provide accurate information and impartial guidance based on current SEND law and best practice.
· Maintain confidentiality and protect your data.
· Keep you informed of progress and respond to your enquiries as promptly as possible
· We aim to respond to all enquiries within 48hours (after receiving the completed data consent form), however, if we are experiencing high volumes of support request this may be longer, as we are a small team.
5. Your Commitment to Us
SEND Empowerment Advocacy is a volunteer-led organisation. All our team members give their time and expertise freely to support families, and we ask that this is respected at all times.
We ask that you:
· Treat our volunteers and staff with courtesy, patience, and respect at all times.
· Recognise that our capacity is limited and that responses may take time during busy periods.
· Provide accurate and up-to-date information to help us support you effectively.
· Let us know as soon as possible if you cannot attend an appointment or meeting.
· Only send documents if we specifically request them. As a free, high-demand service, we are not able to review or store unsolicited reports, plans, or paperwork. This ensures our volunteers can prioritise families currently being supported.
We will not tolerate rudeness, aggressive language, or disrespectful behaviour towards any member of our team. If this occurs - whether by phone, email, text, or social media - we reserve the right to immediately withdraw support and cease communication.
In such circumstances:
· We are not obliged to continue correspondence, respond to further messages, or provide alternative support.
· Any future contact will only be considered at the discretion of the Lead Advocate or Director.
· Threatening, abusive, or harassing communication may be reported to the appropriate authorities if necessary.
Our volunteers work hard to provide a safe, respectful, and supportive service for every family. We can only continue to do this when communication remains kind, appropriate, and professional.

6. Communication & Record Keeping
· Most communication will take place via email or phone. Please let us know if you have any accessibility needs or communication preferences.
· All interactions (emails, calls, and meetings) are recorded on our secure case management system for monitoring and safeguarding purposes.
· We will keep your records for two years after your case closes, after which they will be securely deleted or destroyed.

7. Ending Support
We end support if:
· You no longer require our service.
· We have completed the agreed support.
· If we receive no response within 3days, your enquiry will be closed. If you require further support afterwards, you will then need to be added back on to the waiting list. 
· Your enquiry will be closed, if you behave in a way that breaches these terms or puts staff or volunteers at risk.

8. Feedback and Complaints
We value your feedback and aim to continually improve our service.
· You can share feedback informally with your advocate or by emailing marnieh@sendempowerment.co.uk.
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