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Children’s Centre User Survey  - Summary
1. Introduction
There are 41 Children’s Centres within Somerset.  In April 2013, 3500 surveys were sent out to all registered users of Children’s Centres in Somerset.  There were 617 responses. 
The survey was conducted alongside a staff survey, non-user/inactive survey and an early years provider questionnaire.  The aim was to gain a full picture of internal and public views on Children’s Centres as part of the Somerset review.

2. Findings
The survey results have been analysed to highlight any areas where improvements can be made. Questions have been grouped in categories for ease of analysis and to in order to ‘group’ comments. 
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The above chart demonstrates the main reasons users visit the centres.  Over 200 of the 617 responses received indicated that the activities and groups attract people to visit a centre. The second most popular reason is the social aspect of attending a centre whereas the fact that the centre is free of charge was only mentioned by 2 people as the reason they visited a Children’s Centre. 
Looking at the results above 39% of users have been referred by health services.  This shows that health referrals are the majority of Children’s Centres users. The least number of referrals came from information/advice centres or other agencies. This could be a weakness where information is not available.  

Question 4
Title of chart – should be ‘…..did you know what services the CC provides?
The above information shows the different services Children’s Centres offer and how many users were aware of them. The results have shown that the majority of users have a good understanding of what a Children’s Centre can offer them, with the lowest awareness being in respect of employment training and pathways.   This could be due to not every Children’s Centre offering these services? 
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The majority of user’s visit a Children’s Centre once a week or more.  This is encouraging as this shows that Children’s Centres have regular users 
6.
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The majority of Children’s Centre users have visited the Children’s Centre for activities for children or to see a health visitor. Breast feeding support, holiday activities and antenatal classes, and advice and information about childcare, are most used services.

In the other comments post-natal support (including classes), baby weighing, baby massage, PEEP and first aid training were popular responses.
In questions 7 – 13 users ranked the last Children’s Centre they visited against various criteria. 

Overall. when ranked, the Children’s Centres came out in the following order according to the overall average rankings for all 6 questions. The following table shows how the average of all the questions compares to the first question “how would you rate the overall service you received?”
	
	Overall, the service you received (av.)
	Total average of ratings for all questions

	Little Vikings CC
	10
	10

	Jigsaw CC
	10
	10

	Shepton Mallet CC
	10
	10

	Bridge CC
	10
	10

	Alcombe CC
	10
	10

	Wellington CC
	9
	9

	The Villages CC
	9
	9

	The Mill CC
	10
	9

	Sydenham CC
	9
	9

	The Key Centre
	10
	9

	Octopus CC
	9
	9

	Reckleford CC
	9
	9

	Balsam Centre
	9
	9

	The Link CC
	10
	9

	Victoria CC
	10
	9

	Chard CC
	10
	9

	Wiveliscombe
	10
	9

	Acorn CC
	8
	9

	Bishops Lydeard CC
	9
	9

	Birchfield's Community CC
	9
	9

	Eastover CC
	9
	9

	Oaklands CC
	9
	9

	Ashlands CC
	9
	9

	Brock House CC
	9
	9

	Highbridge CC
	9
	9

	Little Marsh CC
	9
	9

	The Levels CC
	9
	9

	Glastonbury CC
	8
	9

	Nether Stowey CC
	9
	9

	Woolavington
	10
	9

	The Valley CC
	9
	9

	Hamp CC
	10
	9

	Williton CC
	9
	9

	Fledglings CC
	9
	9

	Wells CC
	9
	9

	The Hollies CC
	9
	8

	Ille Valley CC
	8
	8

	Hillside CC
	8
	8

	Street CC
	8
	8

	Castle Cary CC
	8
	8

	Dulverton CC
	8
	8


As show by the above tables, all Children’s Centres were rated highly with none receiving less than a score of 8 out of 10. Two centres; Acorn and Glastonbury, showed a higher result across the average of all the questions than they were given overall by users. Similarly, nine centres were rated higher by users than the average of all 6 questions.
Looking at each of the questions the following Children’s Centres came out as the top 5 and bottom 5:

	The quality of the service
	Given information about what I could expect from the centre
	I found it easy to get all the information I needed about the centre
	Information available was easy to understand
	Information available was accurate
	Information available was in the right format for me

	Little Vikings CC (10)
	Jigsaw CC (10)
	Jigsaw CC  (10)
	Jigsaw CC (10)
	Jigsaw CC (10)
	Wellington CC (10)

	Woolavington (10)
	Shepton Mallet CC (10)
	Shepton Mallet CC (9)
	Little Vikings CC (10)
	Little Vikings CC (10)
	Jigsaw CC (10)

	The Link CC (10)
	Little Vikings CC (10)
	Little Vikings CC (9)
	Wellington CC (10)
	Shepton Mallet CC (10)
	Little Vikings CC (10)

	The Mill CC (10)
	Hamp CC (10)
	Wellington CC (9)
	Shepton Mallet CC (10)
	Reckleford CC (10)
	Shepton Mallet CC (10)

	Jigsaw CC (10)
	Victoria CC (10)
	Bridge CC (9)
	Victoria CC (9)
	Wellington CC  (9)
	Eastover CC (10)

	The Levels CC (8)
	The Valley CC (7)
	The Hollies CC (8)
	Ille Valley CC (8)
	The Hollies CC (8)
	Ille Valley CC (8)

	Castle Cary CC (8)
	The Levels CC  (7)
	The Valley CC (7)
	The Hollies CC (8)
	Ille Valley CC (8)
	The Hollies CC (8)

	Hillside CC (8)
	Fledglings CC  (7)
	Woolavington  (7)
	Fledglings CC (8)
	Fledglings CC (7)
	Fledglings CC (8)

	Street CC (8)
	Woolavington (6)
	Fledglings CC  (7)
	Woolavington (7)
	Woolavington (7)
	Woolavington (7)

	Dulverton CC (8)
	Dulverton CC (5)
	Dulverton CC (5)
	Dulverton CC (5)
	Dulverton CC (5)
	Dulverton CC (5)


	Treated with courtesy
	Respected as an individual
	Confident that my privacy is fully protected 
	Given opportunities to speak to staff confidentially if needed
	People who dealt with me were knowledgeable
	Staff were helpful and supportive

	Jigsaw CC (10)
	Jigsaw CC (10)
	Jigsaw CC (10)
	Jigsaw CC (10)
	Jigsaw CC (10)
	Jigsaw CC (10)

	Alcombe CC  (10)
	Alcombe CC (10)
	Alcombe CC (10)
	Bridge CC  (10)
	Alcombe CC (10)
	Alcombe CC (10)

	The Mill CC  (10)
	The Mill CC (10)
	Little Vikings CC (10)
	Alcombe CC  (10)
	Bridge CC (10)
	Little Vikings CC (10)

	Woolavington  (10)
	Woolavington (10)
	Shepton Mallet CC (10)
	Wellington CC  (10)
	Little Vikings CC (10)
	The Mill CC (10) 

	Bridge CC  (10)
	Bridge CC (10)
	Eastover CC (10)
	Little Vikings CC  (10)
	Shepton Mallet CC (10)
	Bridge CC (10)

	Dulverton CC (9)
	Dulverton CC (9)
	Victoria CC (9)
	Woolavington (8)
	Little Marsh CC (8)
	Street CC (9)

	Hillside CC (9)
	Hillside CC (9)
	Hillside CC (9)
	The Villages CC (7)
	Castle Cary CC (8)
	Dulverton CC (8.5)

	Glastonbury CC (9)
	Wells CC (9)
	Street CC (9)
	Castle Cary CC (7)
	Hillside CC (8)
	Eastover CC (8)

	Street CC (8)
	Street CC (9)
	Castle Cary CC (8)
	Fledglings CC (7)
	Street CC (8)
	Woolavington (8)

	Castle Cary CC (8)
	Castle Cary CC (8)
	Ille Valley CC (8)
	Street CC (7)
	Woolavington (8)
	Castle Cary CC (7)


	Staff were sympathetic to my needs
	Centre delivered what they had promised
	Happy with the service delivered
	Service I received met my needs
	Any problems were dealt with to my satisfaction 

	Jigsaw CC  (10)
	Jigsaw CC  (10)
	Jigsaw CC  (10)
	Jigsaw CC  (10)
	Jigsaw CC  (10)

	Alcombe CC (10)
	Woolavington (10)
	Bridge CC (10)
	Little Vikings CC (10)
	Woolavington (10)

	Bridge CC (10)
	The Mill CC  (10)
	The Mill CC  (10)
	The Mill CC  (10)
	Little Vikings CC (10)

	Little Vikings CC (10)
	The Villages CC (10)
	Shepton Mallet CC (10)
	Shepton Mallet CC (10)
	Bridge CC (10)

	Shepton Mallet CC (10)
	Shepton Mallet CC (10)
	Little Vikings CC (10)
	Bridge CC (10)
	Wellington CC (10) 

	Eastover CC  (8)
	The Hollies CC (8)
	The Hollies CC (8)
	The Valley CC (8)
	Wells CC (7)

	The Hollies CC  (8)
	Castle Cary CC (8)
	Castle Cary CC  (8)
	Wells CC (8)
	Castle Cary CC (7)

	Woolavington  (8)
	Street CC (8)
	Wells CC  (8)
	Castle Cary CC (8)
	Fledglings CC (7)

	Ille Valley CC (8)
	Dulverton CC (7.5)
	Street CC  (8)
	Dulverton CC (7.5)
	Street CC (6)

	Castle Cary CC (7)
	Wells CC (7)
	Dulverton CC (7.5)
	Street CC (7)
	Nether Stowey CC (5)


	Opening hours of the Children's centre were convenient
	Can get to the Children's centre easily 
	Premises were clean
	Premises were adequately comfortable for my needs
	I didn’t have any difficulty in entering and getting around the centre
	The centre was child friendly

	Woolavington  (10)
	Woolavington (10)
	The Villages CC (10)
	Woolavington (10)
	Woolavington (10)
	Woolavington (10)

	Little Vikings CC (10)
	Little Vikings CC (10)
	Sydenham CC  (10)
	The Villages CC (10)
	Little Vikings CC (10)
	Little Vikings CC (10)

	Alcombe CC (10)
	Fledglings CC (10)
	The Mill CC  (10)
	Little Vikings CC (10)
	Octopus CC (10)
	Octopus CC (10)

	Fledglings CC (10)
	Jigsaw CC  (10)
	Shepton Mallet CC (10)
	Octopus CC (10)
	The Mill CC (10) 
	The Mill CC  (10)

	Shepton Mallet CC (10)
	Sydenham CC  (10)
	Little Vikings CC (10)
	Bridge CC (10)
	Fledglings CC (10)
	The Villages CC (10)

	Dulverton CC (7)
	Hillside CC (8)
	Highbridge CC (9)
	Chard CC (9)
	Wiveliscombe (9)
	Castle Cary CC (9)

	Nether Stowey CC (7)
	Castle Cary CC (8)
	Williton CC (9)
	Ille Valley CC (9)
	Williton CC (9)
	Williton CC (9)

	Hillside CC (6)
	The Link CC (8)
	Dulverton CC (8.5)
	The Hollies CC (8)
	The Hollies CC (9)
	Hamp CC (9)

	Castle Cary CC (6)
	Hamp CC (8)
	Castle Cary CC (8)
	Hamp CC (8)
	Hillside CC (8)
	Eastover CC (9)

	Hamp CC (4)
	Dulverton CC (6)
	Hamp CC (8)
	Castle Cary CC (8)
	Hamp CC (8)
	Hillside CC (9)


The ratings in the above tables show that Dulverton was ranked low in the quality of information that is available. Castle Cary, Street and Woolavington had the lowest rating in customer service related questions.   
Questions 14 – 16

To what extent do you agree or disagree with the following statements (1 is strongly disagree and 10 is strongly agree) the following table shows the average rating to the following statements. The results show that many users are not aware that Children’s Centres offer volunteering opportunities.  Is this something that needs to be advertised more openly? 
	Question: 14.   The Children's Centre Service makes a positive difference to my family
	Question: 15.   I would be prepared to pay a small contribution towards the running of the groups which I attend
	Question: 16.  I am aware that the Children's Centres have volunteering opportunities (please ask a member of staff from your local Children's Centre if you would like to help in the running of sessions)

	9
	7
	6 


Question 17

	Comment theme
	No.

	More activities/specific groups
	71

	I am very happy with the service (keep it as it is)
	57

	Extended open hours (i.e. over school holidays/weekends & evenings i.e. for working parents)
	53

	Centre size/facilities should be improved/increased
	24

	Would like hot drinks brought back
	10

	Better parking (& for disabled people)
	10

	Information on all local centres would be useful/better promotion
	10

	More staff/health visitors
	9

	Online list of activities/timetables
	7

	Access for prams 
	6

	More activities for all families not just families in need.
	6

	Make baby weighing scales available for self-weighing
	5

	More/better information and advice
	5

	More funding
	4

	Snacks for the children
	3

	Temperature in centre (too hot)
	3

	I am worried about cuts and changes. I know lots of people who need the centre.
	3

	Improved security/safeguarding
	2

	Play music during break times
	2

	Staff training to improve customer service
	3

	A service which tells us whether a group has been cancelled.
	2

	Encourage Dads to use centre
	2

	Help for people twins to join in with groups
	2

	Continue to offer rooms for groups at no cost
	1

	Chairs for parents
	1

	Staff turnover is high
	1

	More product demos
	1


Using the data a comparison was made against the number of seen carers at each Children’s Centre over the period the user survey was live. This was then compared to the number of responses who had stated the last Children Centre they had visited.  This showed that the 
	Between:
	08-Apr-2013 and 19-Apr-2013
	 
	 

	 
	Total number of individual Carers  Seen at a Setting
	Actual responded
	Percentage of seen responded

	Acorn's Children's Centre
	24
	8
	33%

	Alcombe Children's Centre
	70
	11
	16%

	Ashlands Children's Centre
	108
	26
	24%

	Birchfield Community Children's Centre
	82
	30
	37%

	Bishops Lydeard Children's Centre
	56
	16
	29%

	Brock House Children's Centre
	66
	16
	24%

	Castle Cary Children's Centre
	35
	9
	26%

	Chard Children's Centre
	57
	15
	26%

	Dulverton Children's Centre
	9
	3
	33%

	Eastover Children's Centre
	46
	3
	7%

	Glastonbury Children's Centre
	76
	9
	12%

	Hamp Children's Centre
	79
	4
	5%

	Highbridge Children's Centre
	83
	10
	12%

	Hillside Children's Centre
	90
	8
	9%

	Hollies Children's Centre
	83
	12
	14%

	Ile Valley Children's Centre
	95
	13
	14%

	Jigsaw Children's Centre
	37
	39
	105%

	Little Marsh Children's Centre
	58
	10
	17%

	Little Vikings Children's Centre
	44
	16
	36%

	Nether Stowey Children's Centre
	20
	5
	25%

	Oaklands Children's Centre
	166
	34
	20%

	Octopus Children's Centre
	68
	11
	16%

	Reckleford Community School & Children's Centre
	86
	21
	24%

	Shepton Mallet Children's Centre
	42
	26
	62%

	Street Children's Centre
	50
	12
	24%

	Sydenham Children's Centre
	88
	12
	14%

	The Balsam Centre
	121
	19
	16%

	The Bridge Children's Centre
	102
	28
	27%

	The Fledglings Children's Centre
	72
	20
	28%

	The Key Centre for Children & the Community
	46
	14
	30%

	The Levels Children's Centre
	56
	18
	32%

	The Link Children's Centre
	41
	12
	29%

	The Mill CC, Chilcompton
	58
	12
	21%

	The Valley Children's Centre
	58
	5
	9%

	The Villages Children's Centre
	37
	12
	32%

	Victoria Children's Centre
	115
	11
	10%

	Wellington Children's Centre
	65
	9
	14%

	Wells Children's Centre
	75
	14
	19%

	Williton Children's Centre
	51
	6
	12%

	Wiveliscombe Children's Centre
	69
	16
	23%

	Woolavington Children's Centre
	28
	9
	32%

	Total number individual carers seen at the above settings**
	2,559
	584
	23%


Information on respondents:
· 54% of participants were aged 25-34, 32% were 35-44 and 10% were 20-24.  Only 1% (8 people) who responded to the survey were under 20. 

· 97% of participants were female, only 14% considered themselves to be a lone parent. 

· 98% were white British or Irish.

· 5% had a disability or long-term illness.

· 379 responses were from the reach’s of the Children’s Centres
· 30 did not submit a postcode
· 4 replied with out of LA postcodes

Recommendations
Overall, users are genuinely happy with the services Children’s Centres provide. There seems to be the need for more information about the services the centres provide.  Many users requested extended opening hours and additional universal services. 
The results of this survey will be analysed and looked at by the staff Continuous Improvement Team meeting where highlighted areas will be discussed and an action plan drawn up.  This will be presented to Cluster Managers for approval to move forward and monitor impact.
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