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Helping children with special needs thrive 
A report for the Company of Actuaries’ Charitable Trust (CACT) 
 
 
 
 
 

The difference your grant made 
 

The grant  the Committee kindly awarded in May 2021 contributed to the free “I CAN Help” enquiry 
service.  You helped to ensure that parents/carers and children struggling with communication 
difficulties could find much needed advice, emotional and practical support from an expert. 
 

“Beyond helpful. Life changing for my son.  I used all of the methods recommended and 
 definitely notice a big difference.  I felt very empowered after my conversation with I CAN” 

 
Whilst “I CAN Help” has always been a lifeline for those who call or email us, it became even more 
important at a time when self-isolation became the norm and key services had reduced capacity or 
even closed down. 
 

Children with special needs have been feeling confused, anxious and unduly distressed by the 
ongoing, scary news and changes happening all around them.  Those who were on a waiting list (for 
assessment or therapy and care) had their appointments cancelled and waiting lists remain slow to 
move, with local support services still struggling to resume normal provision, due to continued safety 
measures, staff shortages and enormous backlog.  Private provisions are prohibitively expensive for 
many.  Who do you turn to when all of the usual pathways come undone? 
 

The “I CAN Help” enquiry line not only remained opened throughout, but saw a huge increase in 
demand.  Formerly only available three days per week, we were able to extend availability to five 
days for three months, in early 2021, thanks to some time-limited, COVID-19-related emergency 
funding.  However, we recognise our moral duty to answer every call and email we receive.  Firstly, 
we implemented a call-back system for those who contact us out-of-hours, or whom we cannot 
answer whilst engaged on other calls.  We have also tapped into the potential offered by digital to 
reach more children and families, wherever they are, with a call to “I CAN Help” unlocking access to 
additional, enhanced support they might not get otherwise: 

• we started offering fortnightly free webinars for parents of children aged 18 months – 2 ½ 
years on four key topics. Through those, we harness the dynamic (and efficiency) of a peer 
group to equip up to 15 parents per webinar with strategies and activities that they can use 
with their children at home. 

• We have been piloting a new tele-therapy service. Children who meet set criteria are offered 
the option of free online speech & language therapy, accessing and benefitting from a 6-
week course of 1:1 or group sessions. 

 

And since July 2021, I CAN has once again made the enquiry service operational five days per week, 
on the proviso it will be fully funded via fundraised/voluntary income. 
 
We also resumed detailed data tracking, so that in addition to the crude number of calls and emails, 
we now record new vs returning contacts; who is accessing the service; the issue they are concerned 
about; support provided, and the resulting progress made; children’s demographics; any follow up 
actions and run a feedback survey after three months. With this information at hand, we can share 
several (hopefully) interesting facts: 
 

- between April and December 2021, we have responded to 703 calls for help already. 
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- of the calls and emails received, the greatest majority came from family members, that is 
one or both parents and even grandparents (with as many as 95%).  The remainder came 
from professionals, i.e., early years practitioners. 

- the vast majority of children they were worried about were boys, with over 50% in the 19-30 
months age group (pre-school). 

- family members and professionals contact I CAN Help for a huge range of issues – from 
clarity of speech; delayed receptive and/or expressive language; social communication skills; 
selective mutism to disfluency; Dyspraxia; unclear special educational needs & disabilities, 
and other associated conditions (such as autism, which share similar symptoms with 
communication difficulties). 

- The main ways in which we helped were advice and practical strategies (both discussed 
verbally and sent as resources to use at home / everyday); referral to one of the other I CAN 
offerings (the webinars and teletherapy mentioned in the previous page, but also subsidised 
diagnostic speech and language assessment at our two sites) and other bespoke actions. 

- 90% of contacts were new, whilst the remainder were returning contacts. The latter are 
often because parents want or need additional guidance, reassurance they are doing the 
right things (or doing things right) etc. In addition to returning contacts, we actively schedule 
follow ups to ensure our input (and your funding) is making a real difference. 

- First calls tend to last 30mins or more, whilst follow up are considerably shorter, at 5-10 
minutes. These timeframes do not include the forwarding of information and resources, 
which happens afterwards. 

- London and the Southeast are consistently in the top three regions calls and emails come 
from.  In 2020-21, 52% of enquiries were made by families based in London and the 
Southeast. 

 
More importantly, 93% of families said they know more about what they need to do to help their 
children develop their speech, language, and communication skills. 
 
Beyond the numbers, are the stories of the families we are privileged and proud to have helped,  
thanks in no small part to the support of the Committee: 
 

“They were very helpful and we’re definitely seeing an improvement. We’ve been trying all the 
advice and tools we spoke about & I intend to research more from the information sent via email.” 
 

“Lots of useful and supportive advice. We are at the start of our journey so need to now put them 
into practice.” 
 

“I loved how they could adapt to how we work as a family and my child’s interests”. 
 
The Trust, and all those involved in its work, truly helped bring about a positive change to children’s  
and families’ quality of life.  Thank you! 
 
 

What next?  
 

Whilst home might be a safe place for some, the continued effects of social isolation and inability to 
access much need diagnostics and support services means children and families feel utterly alone, 
the problem only growing bigger while left addressed.  Children’s cognitive and psycho-emotional 
development is hugely dependant on social interaction and stimuli.  Without it - without the 
opportunities to communicate and engage with others - they have been falling behind even further. 
 

The results of a survey we ran in July 2021 year and distilled into our report Speaking Up for the 
Covid Generation paints a worrying picture: 
 

https://ican.org.uk/speaking-up-for-the-covid-generation/report/
https://ican.org.uk/speaking-up-for-the-covid-generation/report/
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• Nearly 70% of primary school teachers and 50% of secondary school teachers surveyed 
believe the children they teach are behind with their speaking and/ or understanding due to 
COVID-19. 

• Two out of every three teachers surveyed believe that children who are moving to secondary 
school in September (2021) will struggle more, in comparison to those who started 
secondary school before the coronavirus pandemic. 

• Teachers at both primary and secondary schools (and I CAN!) are concerned that without 
targeted support, these children are at risk of permanent damage, with lower attainment, 
fewer job opportunities and increased behavioural and mental health concerns. 

 
Thousands of children are struggling needlessly because communication difficulties go unrecognised 
and unattended to.  But there is much that we – CACT, I CAN and many more likeminded individuals 
and organisations - can do to help them. 
 
I would cherish the opportunity to share with the Committee details of current and planned 
initiatives benefitting children across London, mindful this remain a key location for you.  Can I 
arrange a call or meeting? 
 
 
 
 
 

Thank you for your support! 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Lina Santeusanio                                                                                                                        020 7843 2551 
Head of Trusts                                                                                                       lsanteusanio@ican.org.uk 
Please note our new address:       2 Angel Gate, Hall Street, London EC1V 2PT 
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