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spﬂ |g h-l- Small Business Case Study

Satisfaction survey of parents/carers for a Kent day nursery.

MARKET RESEARCH & EDITING

Spotlight Market Research & Editing conducted a parent/carer satisfaction
survey for an established day care provider based in the heart of a busy local
town. They aim to be the first nursery in the area to achieve the top
‘outstanding’ rating from OFSTED in its forthcoming inspection.

We conducted a detailed, high quality satisfaction survey within the nursery's
budget. Based on a sophisticated analysis of the survey findings, Spotlight
delivered a clear one-page action plan, underpinned by detailed practical
recommendations per service area.

Using statistical analysis, we were able to uncover the subconscious factors
important to parents/carers that would otherwise remain hidden.

The nursery began implementing Spotlight's recommendations immediately.
A follow-up survey is planned for Q3 2010 to check the effects of service
improvements.
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Alpa had an excellent
understanding of our business
and she devised a highly relevant
action plan which enabled us to
immediately implement positive
changes to the business. Alpa is
very easy to approach, helpful
and gave constructive feedback.
Day Care Centre Management, 2010
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Spotlight designed a clear, comprehensive and consistent

Questionnaire

improvement. Please take a few minutes to complete this confidential survey and place it in the

Dear Parent / Carer, your feedback is invaluable in helping us to identify our strengths and areas for
collection box in the hallway by 30 October. Your responses will be analysed by a market

questionnaire; allowing:

researcher and we will share the key findings with you. ®© Easy-to-complete survey; high quality data.
anune How manychidren do you cuentlysend to Cient? © Revelation of service aspects which are truly important to
1w o e o e 3 yers o g Tl o) Uner 30 Overs 3 overall satisfaction and loyalty, using statistical analysis.
amwi  Does your child / do your children attend for up to 12, or over 12 hours per week? (Tick all that apply)

ot D Ore im0 ® Performance targets to be set.

apir What s the ength of the typice day your chit spends et Clent? © Business improvement plan to be drawn up.

iy O wevdn es O et 0 Jaray O ®© Analysis by different customer types.
apar When did the last child start at Client? Within the last 12 months (1 Over 12 months ago 1 . .
cerr Taking everyting ourwould you reteyour etaction with etz We can conduct surveys in the following ways:

scatem O vergod 0 coos O wir O oD Dontkoow O . Self completion on paper
arec  Taking everything into account, how likely are you to recommend Client to other parents / carers? . On”ne Web Survey

alreadyhave [ verylikety L1 rairiyiikely [ Motverylikely [ wotatallikey ] Domtknow O ° Te|ephone

If your child started Client within the last 12 months answer QWEL otherwise go to QONG:

. Face to face

Spotlight provided a summary action plan, illustrating which

Summary Action Plan - 2009 parent/carer satisfaction survey

Hoh

® Staft are the core strength of Client

aspects of service provision are:

L e iy © Key strengths to be celebrated, communicated and
@ Sote & chaon * Celebrate R R
S sk v oo e Rpum——— maintained.
@ Staff demornsirats genuNS Nferest
I chidts eVt 8 wel-ben) © Help parentsicarers engage

+ Spoon feed information

« Make messaging POP!

© Review communications strategy

« Weicome Pack

® Sttt wilng 10 drcuss chkd's o o!; delelog Pack
3 cavalopment” « Improved marksting
+ Open evening
+ Staffphotos. biurbs, name badges

lgh  © Food variety & tasting
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important areas.

Foundation factors which must be maintained at a threshold
level to be in business.

Relative weaknesses for urgent action.

B oo oy N ®  Areas from which resources could be diverted to fund more
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Spotlight Action Pack delivered to Client (hard & soft copy):

® Face to face presentation of findings to Client management team.

®  Custom report including:

®  Management summary.
®  Summary action plan.
e  Detailed survey findings and recommendations.

© 100% of respandents rated the Chent as.
‘excefent’, “very good or ‘good', none rated it a
ta or ‘poor

e  Afull listing of verbatim comments from parents/carers (those
agreeing to share their views, anonymised).

©  Hal of respondents have akeady recommended
the Chient 10 other parentsicarers and a further
two-ffth are ‘very bedy to do 50,

© ontmareicmesaoo e  Technical Appendix - details of statistical analysis conducted
a4 day to day management atiract high .
. by Spotlight.

® The leaming erwronment s highly retated to
overal satisfaction and is ikely 1o be 3 Tygiene’ or

business, (beyond which,
bring i fusther mpeovement in overall
satsfachon)

® Materials for noticeboards highlighting positive and pertinent
survey findings to parents/carers, staff and visitors.
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SN — Spotlight provided detailed recommendations based on their
L FRAIR SR P analysis of survey findings:

Formulate 3 co-0ranated COMMUNICILONS SU3tegy + " Creates messages hat
for information sheets, nobceboards newsletter, and Pog (2. have mpact),
att Inciuging.

e ——— Bt @© strategic, tactical and ‘quick win’ actions for each service aspect.
- e gt g ) i
o i “ Cosmaui ® Benefits of each recommended action.
s oy oo
- Encourage st oo normasonto rmesiderladod )
s g st n el sty ®  Our research found the Client needed to :
oporie esmndatons S0 PRA S eyt g Pk *  Review and improve their entire communications strategy.
Loty doves o St o o’ it i . Communicate successes to staff and external audiences.
engagement . . ..
Fivuds s ops vy . Fesmare pusts s e Review their staff training needs.
Assign and dispiay key workers for each child before roam SLng key workers,
—— o st oo
1 ——— ®©  Furthermore, Spotlight recommended the Client view their

marketing audience more widely than parents/carers to
encompass private and public funding bodies, prospective
customers, the local community and press.

Likelihood to recommend Client  Overall satisfaction with Client

90% already have / very likely to 92% rate Client
recommend Client excellent' or ‘very good

Spotlight provided the client with a clear, attractive poster pack,
to display to visitors positive outcomes and key findings from
the survey research.

: Spotlight firmly believes in maximising the client benefits from
ey s investment in market research. We always look for ways to do this
for you, for example:
° Poster packs to feedback to customers, staff and visitors.
pesedes bbbl poy Voot . Press releases to communicate positive news stories
U - based on the survey research.
° Application of survey findings to marketing materials.
° Benchmarking against competitors.
° Identifying key measures for tracking over time.
“The staff at (Client) are . . L .
caring, helpful and very . Application of statistical analyses and/or mixed survey
approachable.” . . . . .
methods to gain deeper insights to inform strategies.

Some of your comments...

“(Client) is a warm, friendly,
happy environment for
children.”

“(Client) is outstanding
in providing care for

children.” Spotlight operates in accordance with the Market Research Society’s
Code of Conduct and Data Protection Act to ensure the rights of
“... the staff are excellent. survey respondents and our clients are protected. For more
In control of the children, “I would recommend ) . L.
doing a variety of activities ((Client) ) to any parent information, contact Alpa Virdi on 07751 710 731 or
and...the children look like looking for good quality )
they are having fun!” childcare.” alpa@spotllghtmrs.co.uk.
o,

©Spotlight Market Research 2009 @DO



