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1 
Executive Summary 
 

A parent / carer satisfaction survey was carried out between July and October. 

One hundred and twenty three questionnaires were completed by staff and 

some parents interviewing local parents or carers face-to-face.   Eighty eight 

per cent of people who have used Sure Start Shelton / Hanley / Cobridge said 

that their needs were met well or very well. Through Sure Start, children are 

making new friends, they communicate better, have more confidence with 

other children and are more stimulated. Parents and carers also report 

benefits for themselves. Making new friends is particularly important since the 

survey revealed that after the Health Visitor, friends are the second most 

important source of support and advice when people have concerns or 

worries about their child’s general health. 

 

Parents and carers are interested in extended opening hours, walk-in family 

support, more to do in the school holidays including activities for older 

children. Respondents offered suggestions for how information about services 

could be improved. They said that they want more information about Sure 

Start in a variety of formats and places. Trips and outdoor activities are 

important.  One respondent said “families have no gardens in this area”.  

 

The survey indicates that the Programme is progressing well towards the Sure 

Start objectives of improving health, improving social and emotional 

development, improving learning, strengthening families and communities and 

improving the availability, accessibility, affordability of childcare. The 

challenge is for Sure Start Shelton / Cobridge / Hanley to build on this and 

ensure that as many local families as want to are offered the opportunity to 

take advantage of what the Programme has to offer as well as being able to 

influence the future direction of services.  
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2. Introduction 
 

This survey represents the first opportunity that Shelton / Hanley Cobridge 

Sure Start has had (since early consultation) as an overall programme to 

invite families to express their views on services.  

 

The purpose of the survey was to gauge the level of satisfaction at this early 

stage with the aim of discovering areas for improvement and to provide a 

baseline measure to the national Sure Start unit. 

 

Questions have been themed for this report into: characteristics of 

respondents, knowledge of Sure Start services, demand for and use of 

services, customer satisfaction and the difference that Sure Start is making to 

families.  This report details the quantitative and qualitative findings and 

makes recommendations.  These recommendations are made in the body of 

the report and repeated in the conclusion. 
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3. Survey Method 
 

The survey was carried out between July and October 2003.  Sure Start 

programme staff managed the survey “in-house”.  A questionnaire was 

downloaded form the National Evaluation of Sure Start (NESS) web-site and 

adapted to suit local circumstances. Face to face Interviews were carried out 

by Sure Start staff and some parents. Although sampling was not scientifically 

constructed, there was a deliberate attempt to reach families who had not 

already accessed Sure Start as well as those known to the programme. 

Interviews were conducted in a variety of locations by a variety of staff in order 

to minimise bias.  

 

Location of interview 

Location Number of interviews 

Shelton Nursery 19 

Forest Park School 19 

Hanley 9 

Wallace House 8 

Victoria Hall fund day 7 

Home visit 5 

Catherine Court 4 

Etruria 3 

Etruscan School 2 

Not identified  47 

 

  

 

The survey results are anonymous.  Although at the end of the questionnaire 

respondents were offered the opportunity to give their name and address, to 

ensure confidentiality at the data analysis stage, any such names and 

addresses were detached from the questionnaire so that answers could not 

be attributed to individuals. 
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Questions and answers were coded and entered onto a spreadsheet by 

programme administrators and analysed by the Senior Evaluation officer. This 

analysis is informed by theories of customer satisfaction, involvement and 

participation, Sure Start NESS guidance and data collected from other 

sources such as the baseline delivery plans.  Where categories of answers 

are mutually exclusive then answers are expressed as percentages.  Where 

respondents could select more than one category, answers are expressed as 

numbers.  Not all questionnaires were fully completed.  The sample size is 

123 comprising 114 parents, 5 relatives or other carers and 2 people 

expecting their first child in the next six months.  

 

Recommendation 1 
 
When conducting future surveys, the Programme Board is recommended to

seek expert advice at the outset on research methods to ensure that

sampling is given careful consideration and that questionnaires are piloted to

remove ambiguous questions.  There is guidance available on the NESS

website www.ness.bbk.ac.uk.  
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4. Characteristics of Respondents 
 

The sample size is 123. The total population of households eligible to receive 

Sure Start Shelton/Hanley/Cobridge services is estimated at 587. This is 

based on data from the 2001 census – number of households with dependant 

children aged 0 – 4 and calculating three quarters of this figure. The sample 

therefore represents 21% of the eligible population. 

 

People were asked which part of the Shelton / Cobridge / Hanley area they 

were from  

 

Cobridge  Etrura Hanley Shelton Joiners Square 
21 15 33 29 1 

 
 Responses 99  

 

Joiners Square may be an area that is “hard to reach”. The Programme Board 

could investigate up to date records to see whether families from the Joiners 

Square area are now getting involved in Sure Start.  If not, activities may need 

to be targeted at this particular area. 

 

People were asked how long they had lived in the area (Q. 16) and whether 

they have close family living by ( e.g. in Cobridge, Etruria, Hanley, Shelton, 

Joiners Square Q. 18) 
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How long have you lived in this area ?

3%

24%

9%64%

under 6 months
1 to 3 yrs
6 to 12 months
4 or more yrs

 
responses 97 

 

Marital status 

married living with partner lone parent 

63 16 21 

 
Responses 100 

 

Q. 24 Employment Status 

full time mother /  

father / carer 

other relative 

 eg. Grandparent 

employed  

part-time 

Employed 

 full-time  

80 2 10 7 
 

Responses 99 

 

Within this sample, few people responsible for pre-school children are 

working. It may be that the survey was carried out during working hours and 

therefore workers did not have the opportunity to respond but statistics for this 

area indicate a higher than average number of workless households with 

dependant children.  Sure Start is aimed at supporting parents with their 

parenting and also at removing barriers to work by providing affordable 

childcare for those parents who want to work.  (inter-departmental child care 

review, 2002). The programme could undertake further needs assessment to 

explore parents’ and carers’ experience of work, the types of jobs available in 
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the local labour market, use of formal and informal child care and whether 

parents have aspirations for paid employment.  

 

 

Q. 25 age of respondents 

 

under 20 20 to 30 over 30 over 40 

6 59 27 7 

 
99 responses  

 

 

Q. 29 What is the main language that you speak at home?  

English Somali Arabic CantoneseOther Urdu Bengali Punjabi Turkish
80  1  4 15 3 20  

 

Other languages listed in response to this question were : 

Thai, Albanian, Cypriot, Persian and Portuguese 

 

The baseline delivery plan referred to the process of involving black and 

minority ethnic communities and it is encouraging that parents and carers 

whose first language is not English were able to participate in the survey. 
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Q. 27 How would you describe your race and ethnicity ? 

 

Respondents were given a total of 15 possible categories. The following chart 

represents the categories that were selected.  
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Q. 24 Do any of your children have disabilities or special needs ? 

No Yes 

91 2 

 

Those who answered yes to question 24 were asked Could you explain and 

are there appropriate services to meet their needs?  
One answered “muscle problems in legs – can’t walk” and said that there 

were not appropriate services to meet their needs 

The other respondent answered  “heart and lung problems – one kidney” and 

said that there are appropriate services to meet their needs.  
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5. Knowledge of Sure Start services  
 

A starting point for accessing services and exercising choice is information.  

Parents and carers were asked if they had heard of Sure Start Shelton / 

Cobridge / Hanley  

 

Q.2  

Yes Not sure No 

84 4 10 
Responses 98 

 

 

Those who answered no or not sure were asked whether they had heard of or 

attend the following activities : 

 

Activity Yes No 

Play & Stay Joiners Square 1 15 

Book Share 3 14 

Play &  Stay Wallace House 3 13 

Play & Stay Gingerbread 4 13 

Toy Library 4 13 
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Those who had heard of the programme, were asked  

 

Q. 3 How did you come to hear about Sure Start Shelton / Cobridge / Hanley? 
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Health Visitors and friends are a major source of information about Sure Start.  

Friends are likely to be a particularly important for word of mouth information 

for those whose first language is not English.  Health Visitors’ contribution to 

the programme should be acknowledged and they should receive regular up 

to date information about services, activities and events to pass on to families.  

G.P.’s , nurseries, churches and mosques and schools could be invited to visit 

Sure Start or could be contacted in person to encourage them to tell people 

about Sure Start. Other ways in which parents and carers found out about 

Sure Start are : 

 

“midwife” 

“fostering” 

“family member”, “sister”, “niece” 

“Cobridge Community Centre” 

“Rockhouse Training” 
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“Nacro” 

“Social Worker” 

and “The Link” 

 

The third largest response of “other” is not helpful and it must be recognised 

that no category was given for the community development service. This was 

an early service and it could be that some of the “other” responses may have 

included the community development worker. Evidence from the National 

Evaluation of Sure Start (NESS) has shown that “… staff with community 

development experience … made a difference”. (NESS, 2002, p.5) 

 

 

 

 

 

 

 

 

 

 

Q. 11 Do you feel you have enough information about services that are available?
 

Too Much Not Enough Just Right 
1 22 37 

60 Responses 
And this question also asked “How could it be improved?” 

 

Responses were : 

 

More Advertising 

More information 

Advertising in Sentinel 

Leaflets / posted through the door 

More through the post 

Leaflets at schools or mosques 

posters/phone call if used before 

Recommendation 2 
 
The programme should build on the community development approach.

GPs, schools, churches, mosques and community group leaders could

either be invited to a Sure Start open event to find out more about the

programme or they could be visited in person to seek their support for

partnership working.  Where they have public information boards or

newsletters these could be used to promote Sure Start. 
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website updated with activities 

given info when registering child (automatic) 

When joining any support (medical) 

Nursery, childcare,social Services, 

posters in libraries, doctors, baby shops 

nice story & photo in advertiser 

often duplicate information sent 

Newsletters & posters in schools 

More information to parents about other courses and facilities 

more mail - or info at playgroups 

send out newsletter about what is available 

 

This wealth of suggestions indicates that when asked, parents and carers will 

offer useful suggestions for improving information based on their local 

knowledge.  Many of these will be currently being used but to date there is no 

web site for the programme and baby shops may not have been targeted. It is 

frustrating when people receive duplicate information and this runs the risk of 

giving the impression of inefficiency or not being “ joined-up. “ The comment 

about “when joining any support (medical)” shows the common sense 

assumption that medical services ought to be aware of Sure Start and be able 

to pass on information to families.  

 

As twenty two out of sixty respondents said that they did not receive enough 

information, the Board could consider whether staff and volunteers could 

benefit from some training in communication and media and advertising 

techniques. There was no category in question three for community radio.  

There is the opportunity to promote local events on BBC Radio Stoke Action 

Line and there is a weekly Asian language broadcast. Also Signal Radio - the 

local commercial radio station could be used 
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Recommendation 3 
 
The Board should develop a strategy for consultation and participation.

Word of mouth communication should be recognised and valued but also

community radio stations and newsletters should be fully utilised. The

Department of Health has produced practice guidance for involving

patients and the public (2003) See also Sidell et al 1997 for a discussion

of social marketing techniques. 
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6.    Demand for and use of services 
 
Question 5 asked Have you used any Sure Start services ? 
 
51 (62 % of people responding to this question) said yes 
 
31 (38 % of those responding to this question) said no  
 
Those who hadn’t used Sure Start were asked  
 
 
Q. 5 Do you mind me asking why is that ? 
 
Needed someone to encourage me 7 
Inconvenient time 6 
Don’t want to get involved 3 
I don’t need anything they offer 1 
Difficult to settle my child in crèche 2 
Its just for women 0 
Don’t know anyone else who goes 2 
Too difficult to get there 2 
Too far from where I live 1 
Cultural reasons 0 
Don’t really know much about it 1 
Didn’t think I could afford it 0 
I work full time  1 
It doesn’t offer what I need  3 
Negative impression / bad experience ( please explain) 0 
Other  9 
 
Comments recorded were : 
 
“Not needed at present” 

“Didn’t know what was involved” 

“Told relatively late due to son’s age” 

“daughter goes to pre-school” 

“new baby – need to get into routine” 

“not needed at present” 

“no reason” 

“I thought you had to be in a certain postcode” 

“Don’t know where it is” 

“Had no contact, not sure what is happening there” 
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Some families or carers then are not using Sure Start because they choose 

not to, either because they do not need it, they have alternative pre-school 

provision or they need to get into a routine with a new baby.  Other families or 

carers, however, do not have enough information to make an informed choice 

and so this echoes the findings for question eleven about having enough 

information.  This extends to knowing and understanding “what goes on there” 

as opposed to merely receiving information about location and times.  

 

 

Q. 6 What would you like to see Sure Start Shelton / Cobridge / Hanley offer 

in order for you to use the services ? 

Children’s activities 14 

Training 10 

Leisure and relaxation 8 

Other 7 

Nothing would make me use it (please briefly explain) 5 

Art / craft 5 

 

“child goes to pre-school 3 times a week” 

“offer transport” 

“Anything & everything” 

“not sure” 

“more for holidays” 

“Day Trips” 

“1/2 price token for waterworld or Charlie Chalks – 

 more outdoor equipment - swings, paddling pools, sand pits -families have no 

gardens in this area” 

“More visits to Zoos or Farms” 

 

The delivery plan identified the decline of park areas as a weakness and safe 

soft play and outdoor play as a gap. It will be important to address this as part 

of the emerging capital plans.  In addition, the Programme could work with the 

Local Authority and environmental organisations such as Groundwork or 

BTCV to improve local play facilities. 
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Q1O would you like to make more use of Sure Start services ? 

Yes                      41 No , just right           12 Not at all          2 

 

Those who answered “not at all” were asked “why not ?” but there were no 

recorded answers. 

Those who answered “yes” were asked : 

What would enable you to use it more ? 

 

Open in the evenings 15 

More joint activities for parents and children  14 

Open at weekends 11 

other 11 

More variety of activities 10 

More activities for children  8 

Open in the afternoon 6 

Don’t know 4 

 

Comments were : 

 

“creche provision open in morning” 

“didn't know they were available” 

“If I had someone else to go with” 

“Too busy” 

“Lunch time activities “ 

“come when I like” 

Recommendation 4: 
 
The programme should ensure that soft play and outdoor play features in 
capital plans. The programme should approach partner organisations to plan 
improvements to play facilities.  
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“Transport” 

“holiday activities for older children – trips” 

“holiday activities for older children – club” 

“didn't know services existed” 

“Need more activities in morning” 

 

 

Most people who want to use Sure Start Shelton / Cobridge / Hanley would 

like weekend and evening opening. It is not clear which particular Sure Start 

services they would like access to at these times.  Recent research by the 

National Evaluation of Sure Start recommended extended opening hours as a 

means of engaging more fathers in programmes. If the programme is genuine 

about responding to customers, it will need to actively demonstrate that it is 

willing to listen and act on these findings.  

 

The comment  “didn’t know services existed” is telling and relates to 

recommendation 3. The comment about the needs of older children, 

particularly in the holidays is significant.  Sure Start is expected to work in 

partnership with the Children‘s Fund to provide services for families. Trips are 

obviously valued by parents and carers.  This should be seen in relation to 

comments about half price vouchers for Waterworld and Charlie Chalks.  

Many commercial play facilities will be beyond the means of local families.  

The Board could consider engaging parents in fundraising activities 

specifically for trips.  

 

 Morning openings with crèche are requested. The comment about transport 

may be worth following up to see whether there is a need to publicise the 

availability of transport and parents and carers may need a friendly face or 

“helping hand” to introduce them to Sure Start. 
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Recommendation 5 
 
The Board should give serious consideration to the flexibility of its 

opening hours now and in the future when the new buildings are open.  

This would demonstrate commitment to the Sure Start principles of 

services being “flexible at the point of delivery”. 
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7.     Customer satisfaction with local services  
 

Q 7 asked Do you use the crèche or play facilities at Shelton / Cobridge / Hanley?

 
Often Sometimes Once never 
18 18 5 20 
Responses 61 

 

 Those who answered “often” or “sometimes” were asked : 

If you were to give a star rating to this service, would it get  

1 star                                 2    

2 stars                               7 

3 stars                             26 

 

Those who answered “once” or “never” were asked “Why is that ?” 

 

don‘t need it / have alternative care 2 

Don’t like it  

Not the right time 7 

Not culturally appropriate  

Didn’t know about it  4 

Other 5 

 

Regardless of whether people had used the crèche or not, they were asked  

“how could it be improved ?” there were 32 responses which have been 

themed : 

 

 Don’t know 
Nothing 

 Don't know 

not got round to it 

will be visiting next week 

Never been there  

first time I've been 
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No need to improve  
It's fine as it is 

 Alright the way it is 

4 star / Extra staff from September to now 

Can't believe how much you've done it's brilliant 

compared to other plans it's fantastic 
Transport  
Bus to pick people up regularly 

better if groups were smaller 

Transport 

Opening hours 
Open late afternoons 

 Time of Day 

Child care 
Leave children to play for a few hours 

Bigger sandpit 

Creche room too small 

Other 
 doesn't like attending on own 

Lack of discipline with other parents 

more space when busy 

Needs more information handed out 

More staff 

Advertising can't think of everything 

not big enough room – cramped 

not enough room for pushchairs 

would like to leave child - parent could do something 

 

 

 

 

 

 

Recommendation 6 
 
The comments that refer specifically to the crèche should be fed back to the child 
care co-ordinator to inform future improvements.   
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Q. 8 Which Shelton / Cobridge / Hanley services do you use now or have you used in the past ? 

How often do you  / did you use this service ? If you were to give this service a star rating would it be 1, 2 or 3 stars ? 

Servlce now Before Once Few 

times  

weekly More 1 * 2** 3*** Very

Well 

Well Reason- 

ably 

poorly 

Anti bullying 
             

Baby massage 
1    1   1    1  

C. P. N 
             

Crèche 
22 6 6 10 11 5  5 27 16 12 3  

Family link worker 
2 1  1    1 1 1 1   

1st steps psychology 
1 1 1      1 1    

Midwife 
1             

Home Visiting   
4 2 1 2 1  1  4 4   1 

Parenting programme 
4  3  3   2 4 3 1 2  

Play and rhyme 
10 5  6 7   1 10 9 2   

Play specialist 
1    1    1 1    

Speech and language 
3  1  1    2 1 1   

Average rate of satisfaction with Sure Start services as a whole 2 % 16% 82% 60% 28% 10 % 2 % 
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Q. 15  Which other services Shelton / Cobridge / Hanley services do you use now or have you used in the past ? 

How often do you  / did you use this service ? If you were to give this service a star rating would it be 1, 2 or 3 stars ? 

Servlce Now Before Once Few 

 times 

weekly More 1 * 2 

**

3 

***

Very

Well

Well Reason-

ably 

poorly

Midwife 7 27 4 9 4 4  10 16 10 12 4 1 
HV 25 23 8 10 3 10  10 23 16 16 3  
Social Services 3 1 1   2 2 2    3 2 
Play Group 14 12 5 11 7  1 6 15 11 7 5  
Creche 9 5 1 9 4 1  3 11 6 6 3  
Local Education Nursery 10 2  2 10   2 10 9 3   
Private Nursery/childminder 1 3  2 2  1 2 1  2 1 1 
Parent & Toddler 11 4 2 8 2 1  7 7 6 2 5  
Play areas/Parks 26 4 5 8 9 4 6 13 7 2 12 8 5 
Library 20 4 6 10 1 5 1 9 12 7 11 4  
Museum 16 6 10 5  5  9 12 5 10 4  
Home Start 5 3 1 6 1  1 1 6 5 1 2  
Citizens Advice Bureau 2 12 9 1 1 1 4 4 3 1 4 3 3 
Mum 2 Mum 5 6 1 4 3  2 3 4 2 2 4 1 
Charles St. Clinic 2 2 2 2 1   3 2 2 1 2  
Community Centre 3 4  2 1   4 1 1 1 2 1 
WEA 4 2 2 4     6 3 2   
Total 163 120 57 93 49 33 18 88 136 86 92 53 14 
Average rate of satisfaction with services for families in the area          7% 37% 56%   35%     37%         22%         6% 
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8.     Family Support 
 

 

A core part of Sure Start services is befriending and social support as well as 

parenting information and support.  

 

The survey asked  

 

Q. 20 “Do you have enough personal / social support ? 

Yes No Not sure 

77 18 1 

 
96 responses  

 

 

Those who responded “no” or “not sure” were asked “why is that ?” Answers 

given were : 

 

Time 

by herself 

family/friends not local 

not familiar with local services 

want to make more friends 

I have a lot of family & friends 

no family - friends work 

I have a co ordinator & volunteer support 

feel isolated-no friends 

problems getting help from school 

nurse, tried numerous attempts health visitor 

friends don’t have children, so its hard to see them 

not enough family support 

Not been a member long enough to get to know everyone 

family is very good 

I cope just fine on my own 

family has old fashioned values-don't talk about problems 

 

Respondents were asked a follow up question – “What support would you like ?” 
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People to make more time e.g Health Visitors 

Needs to know more about services 

Child goes to pre-school, no family, gives parent a break 

Nowhere for the children to go 

Nowhere to take the children in school holidays 

New centres and parks 

close friends & I live in YMCA 

Stop closing down schools so that I don’t have a 45 min walk to take my 

children to school. 

someone to talk to 

walk in family support centre, open round the clock 0-16yrs for stressed out 

parents, 

social services sheer waste of government money 

Make new friends who have children 

not sure 

none 

counselling support 

 

 

These comments indicate the broad range of social and environmental  factors 

that influence peoples’ need for support. 
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Q. 20 Where do you go when you have concern or worries for your child’s 

general health? 

64
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This chart shows that most people go to their health visitor with concerns or 

worries about their child’s health, followed by friends and family.  It will be 

interesting to see how the key role that mainstream health visitors play in 

supporting families.  The fact that friends and family are the second main 

source of support or advice links to the Sure Start objective of “strengthening 

families and communities”.  It is vital that professionals recognise and value the 

informal and voluntary resource that exists within communities and build on this 

through partnership working.  

 

 

 

 



 28

 

Q. 21 Where do you go when you have a concern or worries for your child’s 

learning and development? 
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Once again health visitors are the main point of contact. Within Sure Start 

Shelton / Hanley / Cobridge, the health visitor is working as a Home Visiting 

Manager.  This is a new way of working and it will be important to evaluate 

parents and carers’ experience of this as the Programme develops.   
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9. What difference is Sure Start making ? 

Self- reported outcomes of parents, carers and grandparents 

Q. 12 Do you think that Sure Start services have made a difference to your life? 

YES  13 NO  9 

 How ?  Why Not ? 

29 Made new friends 2 I was OK before 

17 Made me feel happier   

14 Improved relationships with my 

child 

  

13 More involved in the community   

13 Gained more confidence  0 I can afford to do my own thing 

9 More time for me / breathing space 0 Lack of professionalism 

8 Less stressed   

7 Discovering new interests 0 I’ve nothing in common with 

others 

5 Learned new skills 0 Staff unfriendly 

5 Opportunities for training 0 Intimidating to come here 

5 other 2 other 

4 Gained parenting skills 0 Not a friendly place 

4 Able to look after my child better   

2 Helped me think about my future   
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Although the response to the general question about whether Sure Start had 

made a difference to respondents’ lives, is low, it is evident from the above 

categoric responses that some families are gaining a wide range of benefits 

from Sure Start services. Comments on the differences that Sure start had 

made were : 

 

Relaxing 

Nice to bring child somewhere 

haven’t attended 

Nice to bring child somewhere 

toy library 

would like them to do more with older kids or find services that do 

 

This last comment echoes previous statements about combining Sure Start 

with services for older children.  

 

Some people weren’t able to pass judgement because they weren’t familiar 

enough with Sure Start : 

 

Not used enough 

Haven’t used them often enough 

First time I've been 

 

 The main difference that Sure Start is making for parents and carers is in 

providing opportunities for people to make new friends.  Given the previous 

finding that parents and carers turn to friends for advice and support, this is an 

important outcome. The second most important difference is feeling happier, 

followed by “enjoying being with my child”.  This again, is a valuable outcome 

as parents are saying that it is Sure Start that is making this difference.  This 

finding supports the Sure Start principle of meeting the needs of children and 

parents. The fact that thirteen people said that they had increased confidence 

and felt more involved in the community is a positive indication. At this stage it 

is not possible to tell whether these are the same people but it is likely that 

many of the above benefits are inter-related.  
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Outcomes for children  

 

Q. 13 Do you think that these services have made a difference to your child / 

childrens’ life ?            Yes     15                                           no              9 

Made new friends 27 Still lacks confidence 1 

Enjoys coming here 27 Did not like it 1 

Given opportunities for new 

experiences 

24   

Made my child happier 24   

Communicates better 17   

More confidence with other 

children 

15 Cultural needs were not met  

more stimulated 12 Conflicting advice  2 

made early start on 

learning 

11   

Improved behaviour  10 Not enough stimulation 1 

Extra confidence to relate 

better to health adults 

7 Was OK before  

more caring 6 Special needs were not met  

early identification of a 

problem 

0   

 

The statement about conflicting advice indicates that, for two parents or carers 

at least, their experience is not of a seamless service. The programme needs to 

ensure that consistent advice is given wherever possible.  

However, many parents and carers are reporting a wide range of benefits for 

their children and this bodes well at this early stage for working towards the 

Sure Start aim of “improving health, education and emotional development for 

young children.”  

From this total sample of interviews, a minority of the respondents gave 

responses to the questions about what difference is Sure Start making and so 

the Programme Board is recommended to encourage services to routinely 

monitor uptake of services and user satisfaction and report results to the Board 

and to the wider community via the newsletter.  In addition, the views and 

opinions of people who are eligible to receive Sure Start services but not 

currently using them should be sought in sensitive ways.    

 



 32

 

 

 

 

 

 

 

 

 

 

Recommendation 7 
 
The Board should implement an information system capable of regular 

monitoring of outcomes for children and their parents and carers.   
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10.     Conclusion 
 

This parent and carer satisfaction survey is a small snapshot of parents’ and 

carers’ views of Sure Start Shelton / Cobridge / Hanley.  Respondents report a 

wide variety of benefits for themselves and their children. Most people 

responding to the question about how Sure Start is improving their life said that 

they had gained opportunities to make new friends through Sure Start. The 

survey found that friends are the second most important source of information 

when people have concerns or worries about their child’s health. 

 

 Some of the improvements families would like to see include more information, 

more affordable trips and opportunities for soft play and outdoor play.   

 

A summary of survey findings will be reported in the newsletter and this report 

will be presented to the Programme Board. Recommendations are aimed at the 

Board with a final recommendation that the Board should report back to families 

on any actions arising from the survey. 

 

Recommendations  
 

 

1. When conducting future surveys, the Programme Board is 

recommended to seek expert advice at the outset on research methods 

to ensure that sampling is given careful consideration and that 

questionnaires are piloted to remove ambiguous questions.  There is 

guidance available on the NESS website www.ness.bbk.ac.uk.  

 

2. GPs, schools, churches, mosques and community group leaders could 

either be invited to a Sure Start open event to find out more about the 

programme or they could be visited in person to seek their support for 

partnership working.  Where they have public information boards or 

newsletters these could be used to promote Sure Start. 
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3. The Board should develop a strategy for consultation and participation. 

Word of mouth communication should be recognised and valued but 

also community radio stations and newsletters should be fully utilised. 

The Department of Health has produced practice guidance for involving 

patients and the public (2003) See also Sidell et al 1997 for a discussion 

of social marketing techniques. 

 
 
4. The programme should ensure that soft play and outdoor play features 

in capital plans. The programme should approach partner organisations 

to plan  improvements to play facilities.  

 

5.  The Board should give serious consideration to the flexibility of its 

opening hours now and in the future when the new buildings are open.  

This would demonstrate commitment to the Sure Start principles of 

services being “flexible at the point of delivery”. 

 
6. The comments that refer specifically to the crèche should be fed back to 

the child care co-ordinator to inform future improvements.   

 
7. The Board should implement an information system capable of regular 

monitoring outcomes for children and their parents and carers.   
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APPENDIX 

 
  Shelton / Cobridge / Hanley 

 

 

 

 

 

Hello… My name is _____________ and I am one of a group of local parents 

and Sure Start staff who are trying to find out what other parents and carers 

think of locally available services for parents and their children. Did you know 

that this area has been given extra money to improve the lives of local parents 

and their children under 5   

  
 Do you live in this area? (show map) 
 

If the answer is YES, continue.  If NO, thank them for their time and 
explain that you are looking to speak to people that live in the area. 
 
Are you a parent, other relative or full-time carer of a child under 5 years 
old? 
 

yes, a parent        no    Are you currently 
expecting to     become  a parent 
in the next six                           
months?     

 yes, a relative 
 or carer                    
                                                                       yes               no  
                                                                                        

Thank them for their time  and explain that                            
you are looking to speak to parents of 

children under 5 and parents to be
 interviewed 

          
We are trying to find out what people think of the local services and how they 

could be better. I am not trying to sell you anything, nor am I looking for any 

donations to charity.  Can you spare between 5 and 10 minutes to answer 

some questions? Your answers will be confidential. Your name will not be 

written on this sheet.  Your views will help to improve local services. 

 
Q1   How many children do you have?           How many of these are under 5?  

Interviewer initials:    Date:         
Location:        Telephone: 

F M
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Q2   Have you heard of Sure Start Shelton / Cobridge & Hanley? 

 
       yes                     no                not sure 

                                                                                                             
 
     
    have you heard of or do you attend any of the following 
activities? 

yes  no 
     Play Stay Wallace House  
 Play Stay Gingerbread  
 Play Stay Joiners Square  
 Toy Library   
 Book Share  

            go to Q3 over page 
                                     if YES TO ANY of these      if NO TO ALL of these, 
go to Q16 
 
Q3   How did you hear or come to know about Sure Start Shelton / Cobridge and 
Hanley ? 
  

 saw a poster / flyer  attended an activity 
 saw a newsletter  from nursery/crèche 
 friend told me  from school 
 GP told me  from church/mosque 
 health visitor told me 
 don’t know 

 other: 

 
Q4    Do you know where Sure Start Shelton / Cobridge and Hanley is based? 
 
         yes                     no                not sure 
                                     
Q5   Have you used any Sure Start services?              
 

go to Q7         yes                        no            not sure 
                                     
  Do you mind me asking why is that ? 

 don’t want to get involved  don’t really know much about it 
 I don’t need anything they offer  didn’t think I could afford it 
 difficult to settle my child in 

crèche 
 needed someone to encourage me

 it’s just for women  I work full-time 
 don’t know anyone else who 

goes 
 it doesn’t offer what I need 

 inconvenient time  Negative impression/bad 
experience 
(please briefly explain) 

 To difficult to get there   
 To far from where I live  Other: 
 Cultural Reasons   
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Q6   What would you like to see Sure Start Shelton / Cobridge and Hanley 
offer in order for you to use the services? 
 

 nothing would make me use it  (please briefly explain) 
 
 

 Training 
 

 Leisure and Relaxation 
 
 

 
 
 

art/craft  Children’s activities 

 
 

Other 
 
 

  
   
                             NOW GO TO Q16 
 
 
Q7   Do you use the crèche or play facilities at Shelton / Cobridge and Hanley? 
 
      often                  sometimes                     once                 never 
 
    
 
           

If you were to give a start rating 
 to this service, would it get:  Why is that? 

 don’t need it / have alternative 
care 

 don’t like it 
 not the right time 
 not culturally appropriate 
 didn’t know about it 
 other: 

 
     
  
    How could it be improved? 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 1 star       
 2 stars     
 3 stars     
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Q8 Which Sure Start Shelton / Cobridge and Haney service do you currently 

use or have you used in the past?   (you may need to refer to your prompt card 
on the back of your map) 

 
 
Service  
 
(write in services) 

Do you use this 
service now or  
Previously? 
now       previously 

How often do/did you 
use this service? 

If you were to give a 
star rating to this 
service, would it get: 

Did the 
service 
meet your 
needs? 

Anti Bullying    once only 
 a few times 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 

Baby Massage    once only 
 a few times 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 

Community 
Psychiatric nurse 

   once only 
 a few times 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 

Crèche Support    once only 
 a few times 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 

Family Link 
Support 

   once only 
 a few times 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 

1st Steps 
Psychology 

   once only 
 a few times 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 

Midwife 
 
 

   once only 
 a few times 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 

Outreach Home 
Visiting Health 
Visitor 

   once only 
 a few times 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 

 very well 
 yes 
 reasonably  
 poorly 

Parenting 
Programmes 
 

   once only 
 a few times 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 

Play & Rhyme 
 
 

   once only 
 a few times 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 

Play Specialist 
 
 

   once only 
 a few times 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 

Speech & 
Language 
 

   once only 
 a few times 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 
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Q10  Would you like to make more use of Sure Start Shelton / Cobridge and 
Hanley Services? 
 
               yes, want to use it more                 no, just right                 not at all 
 
              
         What would enable you to use it more?                Why not? 
 

 open in the afternoon   doesn’t offer anything I’d use 
 open in the evenings   quality is poor / didn’t enjoy it 
 open at weekends   last experience was poor 
 more variety of activities   because it is for deprived 

people 
 don’t know   because it is not really for me 
 more activities for children   it didn’t give me what I wanted 
 more joint activities for 

parents & children 
  because I did not feel 

supported 
culturally  inappropriate 

 other: 
 

  Special needs not catered for 

  
 

  other: 

Q11   Do you feel you have enough information about services that are 
available? 
 
               too much              not enough                                            just right                 
 
 
           How could it be improved? 
 
 
Q12   Do you think that Sure Start services have made a difference to your life? 
  

 yes  please briefly explain how:  no  please briefly explain why 
not: 

 made new friends  I was OK before 
 gained more confidence  I can afford to do my own thing 
 more time for me/breathing 

space 
 lack of professionalism 

 learned new skills  staff unfriendly 
 discovering new interests  I’ve nothing in common with 

others 
 opportunities for training  intimidating to come here 
 helped me think about my 

future 
 not a friendly place 

 gained parenting skills Does not meet my cultural needs 
 less stressed Does not cater for special needs  
 Enjoyed being with my child Other: 
 able to look after my child 

better 
 

 more involved in the 
community 

 

 Made me feel happier  
 other: 
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Q13   Do you think that these services have made a difference to your 
child’s/children’s life?   
          Go to Q14 if the parent is a pregnant woman 
  

 yes  please briefly explain how:  no  please briefly explain why 
not: 

 made new friends  Still lacks confidence 
 enjoys coming here  Did not like it 
 improved behaviour  not enough stimulation  
 extra confidence to relate to 

adults 
 was OK before 

 more confidence with other 
children 

 more caring 
 more stimulated 

Cultural needs were not met 
 

 better health 
 early identification of a problem 
 made early start on learning 

Special needs were not met 

 Given opportunities for new 
experiences 

 Made my child happier 
 Communicates better 

 
 

 

Conflicting advice 

 
 
 
Q14  Would you recommend Sure Start Shelton Cobridge to your friends 

with children under 5? 
 
         yes, definitely             yes             maybe           probably not          definitely not           
 
 
 
                                                                                          Why is that? 
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Q15 Which other services that are available to families with children under 5 in 
the area do you currently use or have you used in the past?   (you may need 
to refer to your prompt card on the back of your map) 

 
 
service  

Do you use this 
service now or 
have you used it 
before? 
now      before 

How often do/did you 
use this service? 

If you were to give 
a star rating to 
this service, would 
it get: 
 
  
  

Did the 
service meet 
your needs? 
 
 
 

Midwife    once only 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 

Health Visitor    once only 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 

Social Services    once only 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 

Play Group    once only 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 

Crèche  
 
 

  once only 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 

Local Educational  
Nursery 

   once only 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 

Private Nursery / 
Childminder* 
* delete as 
appropriate 

   once only 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 

Parent & Toddler    once only 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 

Play areas / Parks    once only 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 

Library    once only 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 

Museum    once only 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 

Home Start 
 
 

   once only 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 

Citizens Advice 
Bureau 
 

   once only 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 

Mum 2 Mum 
 
 

   once only 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 

Charles Street 
Clinic 
 

   once only 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 
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Community 
Centre 

   once only 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 

WEA 
 
 

   once only 
 once a week  
 more than once a week 

 1 star       
 2 stars     
 3 stars     

 very well 
 yes 
 reasonably  
 poorly 

 
Q16   Now I am going to ask you a few questions about living in the area. 
 
 How long have you lived in the area? 
 

 less than 6 months  more than 6 months, under 1 
year 

 1 to 3 years  4 or more years 
 
Q17 Which part of the area do you live in? 
 
 Cobridge    Etruria           Hanley          Shelton               Joiners Square 
 
 
Q18   Do you have close family living near by?(eg.in 
Cobridge/Etruria/Hanley/Shelton/Joiners Square) 
 
                     yes                  no 
             
  
Q19   Do you feel that you have enough personal/social support?  
 
           yes                  no                not sure 
 
 Why is that? 
 
              
 
 What support would you like? 
 
 
 
 
 
 
Q20   Where do you go when you have a concern or worries for your child’s 
general health? 

If the person is pregnant with first child, please go to Q23  
 

 GP  Local clinic 
 health visitor  Books 
 NHS direct  Friends/family 
 Accident & Emergency 

(hospital) 
 Sure Start Centre 

 Emergency Doctor  Television programmes 
 Haywood Walk in Centre   
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Q21   Where do you go when you have a concern or worries for your child’s 
learning and development? 
 
 Sure Start  School 
 Health Visitor  Books 
 GP  Friends/ Family 
 Local nursery  Television Programme 
 Crèche/parent toddler group   
 
 
Q22 Do any of your children under 5 have any disabilities or special needs? 
 
                     no               yes                Could you explain?  
 

 Are there appropriate 
services to meet their needs? 
           
        yes             no 
 

 
 We are nearly at the end of the interview.   
 
Q23 Are you:     

 married 
 living with your partner  
 lone parent 

 
Q24 Are you: 

 A full-time mother/father/carer 
 Other relative e.g. grandparent 
 employed, part-time 
 employed, full-time 

 
Q25 Are you: 

 Under 20 
 between 20 and 30  
 over 30  
 Over 40 

 
 
Q26 What is the main language that you speak at home? 

 English  Urdu 
 Somali  Bengali 
 Arabic  Punjabi 
 Cantonese  Turkish 
 Other:   
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Q27 How would you describe your race and ethnicity? 
White 
  British 
  Irish 
  any other background 
Mixed race  
  White & Black Caribbean 
  White & Black African  
  White & Asian   
  any other mixed background 
Asian or British Asian 
  Indian  
  Pakistani 
  Bangladeshi 
  Any other black Asian background 
 Black or Black British 
 Caribbean 
 African  
Chinese or other ethnic group 
 Chinese 
 Other ethnic group: 

 
              
Would you like a copy of the latest Sure Start Shelton Cobridge Hanley 
newsletter?               yes                  no 
                                                                                                          
 
 
 

If you are not a member would you like to become one? 
        yes          no 
 
 
 
The details below are optional and will be held in 
the strictest of confidence. 
 
Name:_________________________________________________________

_____ 

Address:_________________________________________________

________________________________________________________

________________________________________________________

_________________________________ 

Tel 

no:____________________________________________________________ 

 

Thank you for your time in helping us with our survey.  Your views will be 

used to improve local services.    

 


