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	CUSTOMER SATISFACTION SURVEYS


Why should you do a Customer Satisfaction Survey?
Any experienced Childcare Provider will tell you the best form of advertising is “word of mouth” - happy customers bring more customers in.  But in any service industry, not just childcare, the sad reality is that people are more likely to complain about you to friends and relations than they are to sing your praises.  It’s simple human nature to pass on bad experiences, and the good reputation of your childcare service in the local community, built-up over a number of years, can be lost in a matter of days and weeks.
Developing a Customer Satisfaction Survey can help you to make sure you’re keeping current customers happy, and ensure that your reputation is attracting new ones!
To benefit most from such a Survey you need to be prepared to dig deep - and accept the worst! Your survey should be designed to highlight problems, so that they can be addressed.  It will also demonstrate that you care, and are proactive in looking for ways to improve the service that you provide. You may get more replies – and greater honesty – if you allow respondents the option to be anonymous.
There may be times you don’t like what you hear, or think it’s unfair or incorrect, but remember: this is not about “facts”, it’s about “perceptions”!  What people think may or may not be correct (in your understanding) – but if they believe it, it will affect what they say and what they do about you and your Childcare Setting. 
So don’t get upset by what you read; see it as a positive thing that will open your eyes – and help you open your Staff Team’s eyes – to what needs doing to make your good Setting even better.  Once you’ve discovered what your Customers want and expect you can set your standards accordingly – hopefully exceeding their expectations, keeping them happy, and encouraging them to recommend you!  

Following-up your Survey

Results of the Survey should be added-up and studied.  It may help clarify your thoughts to write down a short summary “for internal use only”.  Then they should be acted upon, and used to implement change and prompt training within your Setting.  

Key results and findings should be reported back (at least in broad terms) to the Customers - perhaps in your next Newsletter - along with a ‘thank you’ and telling them about any changes bought about by the Questionnaire:  “75% of you said ... so in future we shall ...”   There may however be some results you would rather your Customers were unaware of!  You can get around this by saying something like: “The majority of the feedback we received was very positive but some useful constructive comments were made which will help us make ‘tweaks’ to improve our service still more …”
Customer Satisfaction Surveys should be repeated on a regular basis to ensure you’re responding to the changing needs of your customers and also changes within your own organisation.   Once or twice a year should be sufficient.  Sometimes it’s also appropriate to conduct Mini-Surveys as ‘one offs’ - for instance when launching a new service or thinking about changing the way you do something.  
Types of Questions to use
Professional market research people say there are three kinds of question: ‘Open’, ‘Closed’ & ‘Grading’.  To get appropriate and useful answers, it’s important to know the difference, and when to use each:
· ‘Open Questions’ begin with: ‘What?’, ‘When?’, ‘Where?’, ‘Who?’, ‘How?’ or ‘Why?’ - and the beauty of them is they have to be answered with some information, not just a flat ‘Yes’ or ‘No’!  It can be very useful to ask some open questions - but don’t overdo it, because they require extra effort to be completed by the parent/carer and extra effort for you to analyse all the answers.   They can be especially useful when trying to generate ideas.

Open Question Example – “How could we improve our service to you?”     

Answer – “You could provide refreshments at lunchtimes”
· ‘Closed Questions’ are structured so the answer can be a simple ‘Yes’ or ‘No’.  This type of question is very useful to help clarify facts in a survey. But the answer won’t give you explanations or alternatives.
Closed Question Example – “Did you have chips for lunch today?”
Answer – “No”
[which is a perfectly valid answer – but may now leave you wondering what they DID have!]
· ‘Grading Questions’ can be very useful in a survey when you wish to understand the value or importance that a person gives to a situation.  There are a number of ways to grade a question; the simplest way is to offer a number of answers, one of which has to be ticked or circled.

Grading Question Example – “How much did you enjoy your lunch?”

Answer - 
a) a lot 
b) a little
c) not much

d) not at all

       
Another way of asking this Grading Question would be –

“How much did you enjoy your lunch?  Please rate your answer between 
 
1 and 10, where 1 = not at all and 10 = very much indeed”.
Answer - 7
[Note:  where offering a range of possible grades, it’s often useful deliberately to have an even number of selections, (choosing say from out of 4, or out of 6) so people can’t simply pick the middle figure (e.g. no. 3 out of 5) as a ‘safe’ or ‘don’t know’ quick option; they have to actually think about it a bit more].
Whichever method of questions you use it may be helpful to put in an example, to be absolutely clear.  

Designing your Survey
On the next page you will see what a Customer Satisfaction Survey might look like.  This is a fairly simple example, asking for opinions about one particular issue, though it does use all three types of Question.

You can make your survey longer than this, asking parents/carers things like:
· Whether they are content with the current levels of service, the opening hours, the range of toys and equipment, the fees, the quality of the meals and snacks etc. etc.
· What changes they would like to see

· What additional services they would like to see

· Whether they would be inclined to recommend your setting to a friend (and if not, why not)

… and so on.  But don’t be too ambitious; many people will lose patience - or not even start – if you make it look over-long or over-complicated.
Finally, to be sure of getting a good response rate, why not think of offering a small incentive for parents to reply?  One free session as a giveaway will cost you little – yet the information you get to improve your business may be priceless!


	EXAMPLE OF A CUSTOMER SATISFACTION SURVEY




Customer Survey to assess the requirements


for extending our Nursery Opening Times





Here at Jelly Babies we feel it’s important to respond to the changing needs of parents.





We would like to consider providing extended opening hours to parents like you to fit in with modern patterns of working, so we have devised this questionnaire so as to develop a better understanding of our Customers’ needs.





As a current user of our childcare services, your assistance in helping to develop this service would be greatly valued.  Therefore if you can spare the time to fill out this questionnaire and return it to us in the envelope provided we would be very grateful.





1.  Name  ………………………………………………………………………………





2.  Are you the person responsible for choosing Childcare? (Please circle the answer that most applies to your situation.)





a) Yes		b) No		





3.  Are you . . .?	(Please circle)


	


a) Mother	b) Father	c) Grandparent       d) Carer        e) Other


(If ‘Other’ please give details below.)





………………………………………………………………………………..�


4.  How do our present opening hours, 8.00 am-6.00 pm, meet your needs?


	(Please circle, where ‘1’ is ‘Not at all’ and ‘4’ is ‘More than sufficient’)





		1	2	3	4





5.  Please put a tick against which of these times you would also use the  


     Nursery for Childcare, if we offered them:


Monday evening


Tuesday evening


Wednesday evening	


Thursday evening


Friday evening					


Saturday (daytime)	


Sunday (daytime)





5.  If there are any other facilities/services that you would like our Nursery to offer please give details below





……………………………………………………………………………………..





……………………………………………………………………………………..





Thank you for your participation, your help will be very useful to us.  We will contact you shortly to let you know how your answers have helped us to develop our service.





Best Wishes


Jelly Babies Day Nursery





In the opening statement tell the Customer what you’re trying to achieve





State the benefits to the Customer (i.e. improved service).  Make them feel it’s is in their own best interests to fill it in





Clearly number questions and leave enough space between them.





Example of a ‘Closed’ question








Make sure it gets to the person who’s in a position to answer!





Example of ‘Grading’ question











Try to make it visibly appealing - tick boxes generally ensure a better response rate.











Example of ‘Open’ question 





Thank them and assure them they will receive feedback


Do a pilot test with a couple of people – to be sure the Survey makes sense, and is understood as you meant it to be





Remember to check spelling, grammar, and punctuation





We are grateful to Staffordshire Early Years and Childcare for some of the “inspiration” underlying this guidance
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