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Methodology

The parent/carer survey for SureStart Whitley Children’s Centre was designed by the
Children’s Centre manager in consultation with [IC, drawing on their experience of
running customer satisfaction surveys since 2007.

The survey comprised both Internet and paper based questionnaires completed by
parents and carers of children using the centre. Email invites were sent to all active
email addresses held on the Centre’s database. Paper questionnaires were distributed
to Centre users attending activities, the nursery or visiting the Centre during the survey
period.

The survey was conducted during the period from Wednesday 16t February to
Tuesday 15t March 2011. The feedback report was presented by IIC on 8™ March
2011.

Response rates

There were 349 active email addresses in the Children’s Centre database. Invites were
sent to these with a minimal number of bounces and undelivered items. There were 84
questionnaires completed via the online survey in response to these invites,

representing a 24% response rate.

Additionally there were 43 questionnaires completed using the paper-based survey
distributed via the Children’s Centre.

There are a total of 394 relevant households within the Children’s Centre locality,
which means that the 127 responses represent an overall response rate of 32%.

[IC report an average return of 21% of questionnaires in the surveys they run with a
typical range between 15% and 30%. This result, therefore, represents a very positive
response rate from the parents/carers in Whitley.

Survey Structure

The survey comprised six sections with qualitative and qualitative questions on
different aspects of the Children’s Centre.

Section one - Communication methods and locations used

Section two - Children’s Centre services; user numbers and ratings
Section three - Nursery and courses; user numbers and ratings
Section four — Potential future services

Section five - Overall view of the Centre

Section six — Respondents’ demographics
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Section one

“This first section asks about how we communicate with you and where you have
accessed our services”

How do you find out about our services?

How do you find out about our services?

60

50

40
30
20
0 _ , i _ s i -_|

Newsletters ~ Word of mouth  Leaflets/Flyers Other Reading Chronicle ~ Website ~ Can't remember
Newsletters 45
Word of Mouth 54
Leaflets/Flyers 25
Other 26
Reading Chronicle 2
Website 13
Can’t remember 3

If you answered 'other' to the last question please give details?

Answers to this question indicate a variety of word of mouth sources with referrals from
Health being prominent (highlighted comments). If these are added to the word of
mouth total above it becomes the most frequent source of information. This suggests the
best way to reach families who are not using the Children’s Centre is to find ways to
have existing users encourage new families to attend.

* As | was living in Whitley | heard of sure start
* Health visitor

* A friend comes here

* Through a friend
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* Snippets

* | all ready new about it

®* From Friday weigh in

*  Woas using baby clinic when music group started

* Friends

*  Midwife

* Health visitors

* Through Kayleigh West.

* | was given this information via SITE Southcote community centre, reading
* Health Visitor

* My friend had been going for years and invited me.
* Blagdon

* Health Centre

* Nursery staff

* Through the sure start midwives

* By the community nurse

* From new parent group and midwife pointing us to health centre, where lots of
info was available. | have since seen adverts in the paper but just thought in
the past that it was only for those on benefit.

* Through midwife at health centre
* | heard from the health visitor at Whitley health centre

Have you accessed our website? (www.surestartwhitley.co.uk)

Have you accessed our website?
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How would you like us to communicate with you in the future?

How would you like us to communicate with you in the
future?
80
70
60
50
40
30
20
10
0
Leaflets/Flyers Newsletters Email Website
Leaflets/Flyers 48
Newsletters 71
Email 75
Website 20

Question 3 = In which of these locations have you used our services?

C
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In which of these locations have you used our services?

100
90
80
70
60
50
40
30
20

10

0

SureStart Whitley Children's Whitley Wood Community Whitley Health Centre Whitley Park School
Centre (Northumberland Centre
Avenue)

SSWCC (Northumberland Avenue) 94

Whitley Wood Community Centre 23

Whitley Health Centre 31

Whitley Park School 9
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Do you know of anywhere else in Whitley that we could use to deliver our
services?

* Kennet Island
* At academy sport and leisure centre. There are parent and child swimming
activity and bounce play

e Kennet Island

® | run the Kennet Island Kids Cub for 0-5’s on Wednesdays (10-12). You are
welcome to deliver your services through our group.

®*  Mad House

* Academy sport centre library
®  Church?

* New mums group

* Llibrary
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Section two

“This next section asks you about the services you have used and what you think about

them”

Which Children’s Centre services have you and your child attended in the past 12

months?

Whitley Wood Tiny Time
Walk and Talk

Urban Play Rangers
Tiddlers and Gigglers
Teenage Parents Drop-In
Teddies Tunes

Story Time and Dolly Parton Book Club
Midwives Drop-In

Messy Play

Little Kickers

Keep Fit with Daniella
Jabadao

Hexham Family Fun
Friday Family Fun
Breastfeeding Cafe
Bounce Around

Baby Massage

Antenatal Classes

Which Children’s Centre services have you and your child
attended in the past 12 months?
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0 5 10 15 20 25 30 35 40

Whitley Wood Tiny Time 7
Walk and Talk 1

Urban Play Rangers 19
Tiddlers and Gigglers 21
Teenage Parents Drop-in 4
Teddies Tunes 18
Story Time and Dolly Parton Book Club 17
Midwives Drop-in 19
Messy Play 37
Little Kickers 18
Keep Fit with Daniella 9
Jabadao 15
Hexham Family Fun Day 9
Friday Family Fun 14
Breastfeeding Cafe 5

Bounce Around 30
Baby Massage 11
Antenatal Classes 1
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The frequency of activities per respondent is shown in the chart below.

Activities per respondent

40
35
30 [
25 |
20 [
15 [
10 [
5 —
. B = —
1 2 3 4 5 6 7 8 9
How would you rate each of the following activities?
Activity Very Poor OK Good | Excellent
poor
Walk and Talk 0 2 0 1 2
Teddies Tunes 0 1 5 1 14
Baby Massage 0 0 4 1 8
Little Kickers 0 1 0 1 20
Messy Play 0 1 2 14 23
Story Time and Dolly Parton
Book Club 0 0 4 4 14
Bounce Around 0 3 4 15 8
Friday Family Fun 0 0 4 9
Whitley Wood Tiny Time 0 0 1 2 5
Midwives Drop-in 0 0 5 5 10
Teenage Parents Drop-in o o 1 2 5
Breastfeeding Cafe 0 0 2 2 2
Jabadao 0 2 5 9 3
Urban Play Rangers 0 1 2 5 13
Hexham Family Fun Day 0 0 2 3 6
Tiddlers and Gigglers 0 0 3 2 17
Keep Fit with Daniella 0 0 2 1 5
Antenatal Classes 0 1 1 1 2
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Section three

“This section is about the nursery and any courses you may have attended”

If your child attended the Nursery, how would you rate the nursery?

Room Very poor | Poor OK Good | Excellent
Sunflowers (o} 0 1 6 5
Bluebells (o} 1 2 4 9
Daffodils (o} 0 1 1 4

If you have attended any courses, how would you rate those courses?

Room Very poor | Poor OK Good | Excellent
First Aid 0 2 1 6 15
Literacy (o} 1 0 2 4
First Steps IT (o} 1 0 0 3
Maths 1 (0 1 2 4
E:gl;zl;;:; Speakers of Other 0 0 0 1 1
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Section four

“This next section asks about services we may provide in the future”

Which of the following services would you like us to provide in the future?

Which of the following services would you like us to
provide in the future?

Adult learning

Advice on Money management

Different Family activities (please state below)
Health related activities

Job search

Keep fit, e.g. yoga, aerobic

Men's health

Parenting programmes

Transition to nursery or school
Trips or visits (please state where)
Volunteering Opportunities
Women's Health

Your child's health

Other (please state below)

0 10 20 30 40 50 60
Adult Learning 27
Advice on Money Management 15
Different Family Activities 18
Health Related Activities 22
Job Search 18
Keep Fit e.g. yoga, aerobics 49
Men’s Health 5
Parenting Programmes 32
Transition to Nursery 43
Trips or visits 30
Volunteering Opportunities 22
Women’s Health 32
Your Child’s Health 42
Other 3
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If you answered 'trips or visits' to the last question please give details?

* Visit farm, zoo, Family days out, group get to meet new friends and parents
for some of the mum who can go to all groups because of work

® Zoos, museums, farms, theatre

* TRIP TO MARWELL ZOO/LEGOLAND

* Trips for the family

* Trips - odds farm, beale park, seaside,

* Trips out and around Whitley for all the trips

®* Odds Farm, Bucklebury Farm, trips to seaside in summer
®* Farms theme parks seaside etc.

* Trips to farmhouses, zoo

* Fire Station, Farm, Parks Museum

* Trips to seaside, zoo

* Swimming, farm

*  More trips to more hexagon local trips e.g. farms
® Trips through out

® Science museum

®* Zoo Or London

If you answered 'different family activities' to the last question please give details?

* Parent program that was run (think it was Blagdon Road) was amazing - useful
information but the network of friends | made meant it has been an incredible
year when it could have been quite lonely. Keep it going.

e Different activities - tumble tots type activity, drama groups, general play - so
children can learn to share toys, book etc.

® Learning about children’s health, | was going to a group but my daughter has a
rare lung disease, and people are allowed to come to the group with a chest
infection. So | have had to leave the group, due to the risk of problems for my
daughter. I'd like to speak to the group | go to and explain the risks to my
child; chest infections are infections despite the group | went to telling me they
are not, and that they cant discriminate. I’'m not worried about coughs and
colds I'm on about children coughing up green! Infection control, health and
safety etc.!

* Could do with back to work sessions for those who have taken mat leave or are
looking for work after a break not basic skills but next level up. Would be
happy to help look for funding if needed.

*  More art and craft play for e.g. play doh and outdoor activity trikes and park
visits

* Doing a health and exercise session would being very useful, | think a lot of
people would use it

* Things that all age children can attend at no cost

® Activities for families with older kids

®*  Women’s Health Screening, Children’s First Aid

®* More massage

* Lunch Club
iic Page 11
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| think mental Health and support for parents and crucial
Parents rights in the workplace

I’d Be more likely to try new changes if they remain free
More family activities including mum and dad

Mother and baby

Drama

Would you like to see a community café at the Children’s Centre?

Would you like to see a community
cafe at the Children's Centre?

What would encourage you to make more use of our services?

Free and accessible activities

Times | would love to take my son to more groups but | work morning till 12.00
so can’t go.

| work full time in London, so facilities at the weekend would be gods for me
and my daughter

Hard to say now that | am back at work - think there is a huge provision if
people want to use it.

Activities being held on more than one day as they often clash with other things
| have planned (especially Tuesday mornings)

Not enough time.

Don’t know really

Not sure | just don't do more because I'm a lone parent and usually i miss the
time of the activities

More groups on a Monday or a Friday. More space for larger numbers of
people.

Keep the activities at SureStart centre, Not in Whitley Wood, too awkward to
get to when walking with lots of children

Having it within the area | live

If their more sessions on Wednesdays and Thursdays.

lic
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® | cant use your services anymore due to my daughter until she starts nursery :(

* Refreshment in the cafe area would allow people to arrive early / stay late
after activity sessions and read or play with their children in a relaxed child
friendly learning atmosphere.

®* More activities for ages 2 to 3

®* Somebody there to help you when you come in to the coffee cafe

* some more things for toddlers

®* more activities for under 18 months

®  More things relevant for my child’s age (2.5 yrs.)

* Perhaps larger facilities or more in the area. | was turned away from Messy
play last week as so busy.

*  Most sessions aren't for the under 1's. Once my son is older we will be able to
join more groups

* Afternoon activities and longer sessions for e.g. 1 and a half hour

* Cheap cafe

®* For it to be advertised with your maternity pack. For antenatal classes to
advertise classes and support. i think after care was more of a savour that the
pre care.

*  More clarity on which activity is for whom, some of them have unclear names
and | would not know who to ask, also the health centre reception is not really
approachable

* Excellent staff

* If the activities were not on the same day e.g. at 10.30am and 2pm as this
does not give time for getting home, lunch and nap.

® Better Créche

*  More activities for 3-4yr olds; more dad's club sessions

* Nothing

®* More diverse activities that enable me to do more with my son at a price i can
afford, the swimming vouchers were fantastic.

*  More weekend activities as e.g. trip to Bucklebury farm etc.

®* Various activities everyday

* To give us more time in teddies and tunes

® Atleast 1 hour session and bring it back to SureStart

* More activities in morning on a Tuesday Thursday for 1 year

* Make all sure starts as good as the Whitley one

*  Weekend evenings for when return to work

* We already do and loved it

* Less age restricted choices

* Local company contribution i.e. money off vouchers donated

®* Flyers

* Posters

®* More personal time

* More Frequent activities for mixed age groups

* By Creating more activities

* More afternoon than early morning
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Would you use our service if a small contribution were asked for?

Would you use our services if a small
contribution was asked for?

How much, per session, would you be willing to pay?

How much, per session, would you be willing
1% to pay?
EUnder £1
L £1.00to £2.00
~ £2.00 to £5.00

& Over £5.00
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Section five

“This section asks about your view of the Children's Centre overall”

How likely is it that you would recommend SSWCC to others?

Customer satisfaction research identifies this question to be the best question for
measuring satisfaction with a service. It summaries how users feel about the service
overall since people do not recommend lightly.

This question is used to calculate what is known as a Net Promoter Score. Users scoring
this question 0-6 are called “detractors”, those scoring 7 and 8 are “passives” and
those scoring 9 or 10 are “promoters”. The Net Promoter Score (NPS) is the
percentage of promoters minus the percentage of detractors.

Relatively speaking, a good NPS score is +15%, and an excellent one is +50%.

SSWCC — Net Promoter Score

Customer NPS +57%

M Detractors
20% Passives

Promoters

69%

This is an outstanding score. It suggests the service provided is extremely well received.
If SSWCC were a commercial organisation, an NPS score at this level would indicate a
very healthy business with a high propensity for profitable growth.

The Children’s Centre can capitalise on this rating and should adopt strategies to use
word of mouth to encourage more users to the Centre. This score suggests existing users
would be happy to participate and the results in section one suggest the approach
would have success.

Examples might include; case studies, referral incentives, using volunteers to meet and
greet new families.
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Why did you rate the last question as you did?

® |t provides a much needed service in the area
* Friendly and helpful

*  Whenever | have used the facilities they have been great and the staff are
always friendly and want to help.

® Lots of activities that are very well organised. Staff are very friendly
* Good variety of activities
* Good range of sessions and friendly helpful staff.

* It's really great place to spend great time with our parents, to stay active and
allow our children meet and play with other children

* Because | think the services you provide are wonderful a great help for mums
and babies that | can assure not all the countries have this.

* The groups are varied and well run. There is a good range of activities and
equipment. But mostly the staff are so helpful, welcoming and friendly.

* Used the day care and midwife drop in for 6 years now and feel my children
are in a safe environment.

* There are lots of activities, even thought | currently don't really do any! The
activities all seem to be well planned and interesting

* | have already recommended the Children's Centre for its activities and also
for the reduced price swimming sessions at Academy Sport.

* | fill even thou I've done messy play I'm not aware of what's to offer myself.

® Because my children &amp; the children | look after have always been very
entertained with various activities; everybody is very helpful; friendly

* Although | am not involved in the activities in the centre, but heard a lot of nice
things about it. People need services like you provide and the staff i met are
very good, kind and friendly which makes a huge difference.

* Because your all friendly and very helpful
* The service provided is excellent especially as they are free.
* It would have been 10 out of 10 but | feel a bit let down due to recent events.

* A whole variety of activities available which are enjoyable for both myself
and the baby

* | haven't use the children centre yet

* | have always found the staff friendly and welcoming with good practical
advice if needed so would not hesitate to recommend to others.

* |ts a good place for kids and somewhere to meet other mummy’s
* Because | had used it for the last few years and | have done a lot for me

* Because | think they offer a good service | have a child in the nursery an she
loves it an a toddler that comes to play sessions which he loves

* I've always enjoyed the activities/sessions I've come to and so have my
children, | always recommend your groups to people | know

* Brilliant facilities, lovely well trained friendly helpful staff
* | don't meet many other families!
*  We have found the sessions we've attended very good indeed.

* | have been involved with the centre for a very long time and | know how much
work goes into making it as good as it is. The staff are friendly and welcoming

* Very likely if they aren't working mums as all activities are weekdays
®* Feel services are not meeting demand.
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* Because it's a great resource and the staff are really helpful and friendly

* This is a brilliant centre and | will be making more use of it when | have had my
baby.

* Because staff are friendly and welcoming baby Jesse has lots of fun and so do
I

* Great services, friendly and helpful staff

® Cause | think it does some great activities and there free

* Not enough messy or activity fun and lack of afternoon activities. Booking
places is difficult

* There is generally something for everyone but may not suit everyone
* Good at what you offer and do

* Because the love, care, enthusiasm | have seen made me fell more part of this
community than | ever was before | had my first child and it makes me proud to
live were | do and | don't want to leave the area now | know what | have free
available to me.

* My child enjoyed most of the activities and learnt a lot in sure start.

* Because the quality of services is good

* Don’t know enough yet, just joined SureStart, not used the children centre yet?
* it caters everyone, very friendly staff, its like a family

* The staff have been supportive and encouraging. Groups, which have been
popular, have had size limited so quality is not compromised.

* Me and my children have always had fun using the services, and | have always
found it useful in providing info on lots of over issues

®* Because | have been attending to many activities with my son and he enjoy
going there. He have become very sociable and enthusiastic child

* The activities have all been enjoyable &amp; useful, and we've learnt much
from other parents &amp; the friendly supportive staff.

* its a little intimidating to go in on your own as large gangs form outside and
near the shops, as a lone female with a young child it is something i only do
when i have to.

* Because | have mixed feelings - very differing opinions of the different
aspects. Baby room perfect, bluebells never recommend; family activities v
good

* | enjoy it

* A Wide range of activities and very welcoming friendly staff, group has a
warm inviting atmosphere and the activities are very ranged and imaginative |
live 5 minutes away from 1 Katesgrove children's centre, but travel much
further to this one because of the comments above.

* | have already recommend the groups | attend and most of them are excellent
and friends joined

* |'ve found all groups fantastic and staff friendly and helpful

® | think the Whitley SureStart is great the staff is lovely and very helpful
* | love tiny time in particular

* They are great within fab staff and i tell all my friends

* You provide a variety of sessions to suit all staff are friendly and get to meet
others

* Because we have been using this for ages and it is brilliant
®* Because the centre is good
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* As some activities have age limits an parent and child to attend

* About 5yrs ago there were so many things to do and trips to go on and now
there is not so much

* Because it is good for kids and the parents

* Friendly staff good range and quality of activities
* Saved my sanity

®* Very good service

*  We go every week and My Daughter never wants to go home and the staff
are really helpful and always have time for you

* Have found the nursery to be excellent and suits our needs perfectly the staff
are friendly and professional and it feels safe and a happy environment

* Friendly Atmosphere great toy areas for all ages

* As staff are very helpful when ever I've needed advice
* It's a bit far from were | live

®* Some of the schedule are excellent

* Friendly helpful and overall the kids make friends

* Because you get out of help especially for young mums without much money or
support

* By Accessing the performance of my son

* Overall the children's and me provide good activities although 1 hr. sessions
should be extended

* Rally Helpful for my family

* The centre provides really enjoyable activities for parent and children and is
reliable resource of information

® | think the cc is excellent place

® Sure start s an excellent centre

* Because there doesn't seem that much to do everything runs at the same time
* lts a crucial part of our family and is a part of our community.

* |ts Helped me

® Because | use the centre me and the children benefited from the activates

* Very Friendly Atmosphere which makes me feel welcome

e Staff are all friendly and service is excellent
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Stay Safe - How safe do you feel in the Children’s Centre?

Using the scale 1 to 10, how safe do you feel in the
Children's Centre?
(1 is not at all safe and 10 is very safe)
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Be Healthy - Has the Children’s Centre helped you understand how to keep you
and your child healthy?

To what extent do you feel the Children's Centre has
helped you to understand how to keep you and your
child healthy?(1 is not at all and 10 is extremely helpful)

20

18
16

14

12
| I I
1 2 3 4 5 6 7 8 9 10
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g
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Enjoy and Achieve - Do you and your child enjoy visits to the Children’s Centre?

To what extent do you and your child enjoy visits to the
Children's Centre?(1 is not at all and 10 is extremely
enjoyable)

60

50

40

30

20

10

0 . eeem sees s .-.-
1 2 3 4 5 6 7

Consultation - Would you like to get involved with the Children’s Centre?

Would you like to get involved in the decision
making or planning of the Children's Centre?
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Positive Contribution — Would you like to find out more about volunteering at the
Children’s Centre?

Would you like to find out more about volunteering
opportunities at the Children's Centre?

Do you have any other comments you would like to make?

*  When | used the facilities during maternity leave | appreciated the fantastic
professional staff. In particular talking to someone about a medical problem |
experienced whilst breastfeeding helped me to resolve the problem with my
go.

* Great provision of activities in Reading - parenting group was a life saver for
me and so think that should be kept.

®* Very impressed with the improvements that have been taking place recently.
The building is much nicer to use, snippets looks more professional, the planning
and themes of the activities looks well thought out

* | hope you can still provide these services for a lot of years ahead, it is a great
service, and | feel very grateful for your existence. Thank you

* It's a shame there's no other children's centre as good as this in other deprived
areas of Reading. When trying to raise your child in a tiny home and on a tight
budget, which doesn't stretch to toys or art materials, this centre is invaluable. |
would like to get involved in decision-making/planning of the centre but sadly
don't technically live within area.

* | believe the Children's Centre is a valuable asset. | regret that when my child
was younger | didn't use the facilities as much as | could have.

* | have always found the activities; staff brilliant at the children’s centre,
unfortunately recently lots of the activities now are held in whitley wood, | find
this too difficult to get to as | don't drive, look after other young children; have
a child in nursery at SureStart, so | really need more local than whitley wood

® Although | am not involved in any way with the centre but | know that it makes
a huge difference to others. it is always nice to go to places where you can ask
for help and have fun with children.
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* Thank you for providing a great free service!

*  Would be nice to have cooking back again with more main meals rather than
cake / sweet foods. If recipes provided beforehand we could bring some of
our own ingredients if asked.

®* Ccis doing a good job and helps children in the right way

* To keep up the good work

* | think that its a fantastic place an the staff do a great job both my children
love it | just hope they can keep there 2 year old funding

® it is brilliant, it has helped me return to work, knowing that we are not being
ripped off with the price, the staff are very friendly and trained extremely
well, and my son loves the time he spends there! thank you so much!

* | like it.

* All of the staff at the centre have been brilliant - putting on great sessions,
giving good advice and giving the children a wonderful time.

* | would be happy to get more involved in the centre.

* Introduce a weekday / weekend tumble tots subsidised by parents. More
activity sessions. Access to playground at the nursery, during summer or/and
when not in use

*  You do a wonderful job

* | really hope services will not be hit hard by government cuts, this is one of the
few places my son socialises with child around his age and where | can ask
questions | have about his development.

* itis a struggle at times to find staff in the office during the “staffed” times as it
is over lunch time and they are out for lunch.

* The various sections seem quite divorced from each other and overall disjointed
so not too sure what the girls in red t-shirts do or how they fit in with the bigger
picture i.e. does their work have any bearing on the room settings, for example

* The programs are good. its only teddies and tunes is for away it should be
brought back to SureStart

*  Working mums groups at weekends even once a month would be great

* Keep up the good work and thank you

* My children enjoy Friday family fun and bounce and we enjoyed meeting other

*  Maybe more variety as in activities provided and on offer

* | have the staffs personal and interpersonal skills the interaction makes the
centre welcoming personally and feel that let only the friends made through
activities, but also helps

* Keeps the child happy, entertained and most importantly it wears her out

* | think the services available are great there is so much variety on offer and i
would make much more we and them if | did not leave to work so much

* More changing facilities for the kids and there needs to more staggered
activities There also doesn't seem to be any activities on Thursdays and Fridays
there needs to b more exiting and interesting projects for the kids to take part
in language course for adults not esol E.g. French Spanish Japanese Arabic.
Football for kids into gymnastics for babies, and high impact aerobics for
women.

* The nursery itself is brilliant and | feel very comfortable leaving my daughter
there | always recommend it
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Section six

“Finally, please can you tell us a little about yourself?

Are you male or female?

& Female

& Male

Is your age group
3%

19 or under;
20-24;

. 25-49;
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Do you consider yourself to have a disability or long
term illness?

1% Would you describe your ethnic group as

i Asian and Asian British and Bangledeshi
i Asian and Asian British and British

i Asian and Asian British and Indian

i Asian and Asian British and Pakistani
“ Black or Black British and African

“ Black or Black British and Caribbean
i Other (give details below)

& White and Asian

* White and Black African

 White and Black Caribbean

“ White British

“ White Irish

" White other (give details below)
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