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From the Managing Director… 
 
Thank you to everyone to took part in this year’s Parent Satisfaction Survey. We love hearing 
your feedback and working towards making the Cherubs Nurseries service work for 
everyone. It’s always great to hear what we’re doing well and what we’re not doing so well. 
We’re always proactive and like to ensure that we use parent’s views to create positive change 
across the company. 
 
In this summary you will find the results from the survey, whilst each nursery had their own 
survey all questions were the same. This allows us to create a comprehensive overview, 
combining all the results to show how we’re doing, company-wide. 
 
It is important to note that only 10.4% of our parents completed the survey this year. Whilst 
we appreciate and take into account all comments received it is hard to conclude an accurate 
picture, using this small sample of data. It is such a shame that the other 89.6% of parents did 
not feel the need to complete the survey. Therefore, we assume that they are completely 
satisfied with the service we are providing.  
 
If you have any questions regarding the information contained in this summary please do not 
hesitate to get in touch on susanmills@cherubsnurseries.com. Don’t forget that all our 
nurseries operate an open door policy and a member of management should always be 
available for you to speak with if you have any ideas or feedback.  
 
In preparation for next year I would like to urge all parents to keep an eye on our social 
media and your emails so you can be notified when the 2017 Parent Satisfaction Survey goes 
live (it’s usually around June). I look forward to reading next year’s responses, hopefully from 
a lot more of our parents. 
 
Kind regards 
 

 
 
Susan Mills, Managing Director  
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The Results 
 
For your reference the percentages shown below are the amount of parents that agreed or 
strongly agreed with the statement that was asked. N/A in the table means that the question 
was not part of the previous year’s survey so a comparison is not possible. 
 
Question 2016 Result 2015 Result 
My child’s nursery is clean and tidy 92% 98% 
My child’s nursery has a good outdoor 
environment 

95% N/A 

My child’s outdoor environment is well 
maintained  

95% N/A 

My child’s nursery is welcoming 93% 98% 
The resources and equipment at my child’s 
setting are age-appropriate, clean and 
maintained 

93% N/A 

The nursery opening hours suit my schedule 90% 72% 
My child is getting a head start at Cherubs 
Nurseries 

88% N/A 

My child is happy at Cherubs Nurseries 95% 97% 
The meals and snacks are varied, balanced 
and nutritious 

88% 98% 

My child enjoys the nursery snacks and meals 88% N/A 
The settling in period and visits was a good 
experience 

90% N/A 

I know where to find the nursery menu, policy 
and procedures 

65% 72% 

The sickness and exclusion policy is well-
communicated and implemented 

72% 87% 

I am part of my child’s nursery Facebook page 83% N/A 
I enjoy seeing the pictures on my child’s 
nursery Facebook page 

82% N/A 

I feel more updated and informed, than 
before, as a result of my child’s nursery 
Facebook page 

72% N/A 

I feel the fees I pay are reflective of the 
standard of care and education my child 
receives 

75% N/A 

I feel the fees I pay are reflective of the service 
I receive 

73% N/A 

I would recommend Cherubs Nurseries to 
anyone looking for childcare 

91% 97% 
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Question 2016 Result 2015 Result 
The childcare team are helpful, 
knowledgeable and approachable 

86% 98% 

The management team are knowledgeable. 
approachable and I know how to contact 
them I should I need to 

87% N/A 

I know who the Nursery Chef is 59% N/A 
The childcare team care about and support 
my child’s learning 

92% 97% 

I am given enough information about how my 
child has spent their day 

71% 61% 

My child’s diary sheet is informative 50% N/A 
I receive a diary sheet for all sessions my child 
attends 

43% N/A 

I trust the childcare team with my child’s well-
being 

89% 99% 

My child’s key person knows my child well 77% N/A 

 
Question 2016 Result 2015 Result 
My monthly invoice is accurate 77% 87% 
I have been pleased with the customer service 
I have received from Cherubs Nurseries 

80% N/A 

I feel the current security systems Cherubs 
Nurseries have in place are adequate 

84% N/A 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 



	 5	

What we’re doing well 
 
Taking into account the numerical data and long response questions it is clear that we’re 
exceling across the board. Whilst the numerical data that you can see above hasn’t improved 
the overall feedback we have received from parents has been good and has highlighted 
parents satisfaction with the service we are providing. Overall, parents have said that their 
child is happy at our nurseries and generally think their children are getting a head start at 
Cherubs Nurseries. Moreover, the children are enjoying the nutritious meals that we provide 
and parents like the variety that is on offer. Another aspect of our service that parents are 
loving is our Step Ahead Kids’ Club. Our Kids’ Club brand was established in 2013 and we’re 
incredibly proud of how far we come. We train, and re-train, our Kids’ Club teams every year 
to ensure that they are providing the best service possible and continue to introduce new 
and exciting activities and days out every year. 
 
Children continue to enjoy the outdoor spaces that our nurseries offer. Over the past year we 
have invested lots of time and money into our gardens and have recruited experienced 
professionals to ensure that our outdoor spaces look as good as possible. For example, we 
have installed new artificial grass at two of our nurseries (Cherubs Longdale and Cherubs 
Kimberley) and have further enhanced the outdoor spaces at Cherubs Mansfield Woodhouse 
and Cherubs Vale View. 
 
Finally, it is great to hear that children are still enjoying our role play areas and our creative 
and messy activities. Going forward we will continue to invest in these areas to ensure that 
they’re accessible to all children. 

 
What we’re not doing so well 
 

Whilst we’re proud of what we’ve achieved this year and how well we’re doing there is still 
some area improvement. Parents would like to see better staff to children ratios and better 
ratios of qualified to un-qualified staff. It’s important to note that we always adhere to Ofsted 
guidelines and that more often than not our nurseries are “over-staffed”. On the subject of 
staff some parents commented on the high turnover of staff at Cherubs Nurseries. It’s 
interesting to note that the industry turnover rate is around 25-30% however in 2016 our 
company turnover rate was just 11%, considerably lower than the industry norm (Penn, 1995 
and Cameron, 2001). We understand that it can be frustrating when staff “come and go” 
however please understand that we set out guidelines and a strict criteria, that our 
colleagues must meet. If they do not meet this criteria then unfortunately they cannot 
continue to care for the children that attend. Childcare is a serious business and we need to 
have full confidence in our staff, to deliver our legendary childcare.  

Parents also mentioned that they would like children to be taken on more outings. This is 
something we are always monitoring and in 2017 will be introducing more outings and 
ensuring these accessible to all children. 
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What we’ve implemented since 2015 
 
Over the past year we’ve been busy expanding, implementing and improving. Last year 37% 
of parents said they were not given enough information about how their child had spent their 
day. In response to this we introduced a more detailed diary sheet, for all children up to Pre-
School age. We’re pleased to say that this number has decreased and now only 29% of 
parents feel that they are not given enough information. There is still a long way to go 
however we feel that the steps we have put in place should continue to ensure that parents 
are receiving enough information about how their child has spent their day with us. 
 
Access to nursery policies, procedures and nursery menus is still an on-going issue. Last year 
29% of you said that you did not know where to find them. This year even more of you have 
stated that you do not know where to find them. To combat this all Nursery Menus are now 
on show in our Nursery entrances and receptions, on the Parent Information Board and you’ll 
find our company policies and procedures are now in a shiny folder in the same place. 
 
Inaccurate invoices are still a problem. Since 2014 this has been an on-going issue and please 
rest assured that we are doing all we can to combat this. Since last year our central support 
team and managers have worked closely to ensure that all information passed on is correct. 
We have also trained our managers and customer care team on all invoicing systems to try 
and eradicate any error on our part. If you do find an error on your invoice please speak to 
your manager, who should be able to resolve any issues for you at nursery. If you’re still 
experiencing issues please call our customer care team Monday to Friday from 10am until 
6pm. 
 
Communication between our childcare team is still an issue. Whilst we have measures in 
place to ensure communication is as good as it can be sometimes this cannot always be 
maintained. All our nurseries have communication books in all rooms and telephones to 
ensure that messages can be passed on to the relevant people straight away.  
 

Common Themes 
 
There were some questions in the survey that asked for a longer response. Here parents 
were able to further comment on aspects of the nursery and fully explain their thoughts. 
Here common themes came up, which we have outlined below. 
 
Baby Sitting: Once again many parents asked if we could offer a baby sitting service. 
Unfortunately, this is something we have tried and tested in the past and at the moment 
we’re not in a position to offer this service anytime soon. However, we annually review this so 
please rest assured that it’s something that could potentially be offered very soon. 
 
Weekend Childcare: Weekend and “out of hours” childcare was mentioned frequently in this 
year’s survey. We understand that with changing working hours and rotas childcare is needed 
all year round, at all hours of the day and every day of the week. In the past we have offered 
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Saturday childcare so will aim to look further into this to establish whether this is something 
that would be popular with our parents. 
 
Extended Opening and Closing Times: Whilst the question in the survey, relating to opening 
hours, implied that parents were happy with our current opening hours many commented 
saying that they would either like our nurseries to open earlier or close later. Parents will be 
pleased to know that this is currently in discussion and we are looking at operating the 
following opening time; 7:00am until 6:00pm. Operating new opening times is something that 
cannot be established over night and as a company we would need to look at costs, the 
recruitment of more staff and amending the current operating procedures we have in place. 
There will also be an additional cost for the service. We will keep you updated. 
 
Diary Books instead of Diary Sheets: Some parents mentioned that they would prefer 
having a diary book as opposed to the daily sheet. This is something we will look at in 2017. 

 
From our Parents… 
 
This year our parents had lots of great things to say about Cherubs Nurseries. Here are a few 
quotes from existing Cherubs Nurseries parents. 
 
“Overall an excellent nursery who have helped and guided my child throughout.” 

“I think Cherubs Pleasley offer a fantastic service. All three rooms have lots of great, age 
appropriate toys and activities and the staff are so friendly, caring and helpful. I am so glad 
we found you and both my children are able to benefit from the wonderful service you offer - 
from the bottom of my heart, thank you!” 

“Amy Bennett from Pre-School has made my son feel very welcome by chatting to him about 
his interests when she collects him from Nursery. This has made a particular impact as he 
only comes to you once or twice a week. I have peace of mind that he is made to feel familiar 
and comfortable with his surroundings and the staff. “ 

“All the staff in the nursery are fantastic but 'nana' and 't-t' aka (Hannah and Tia) are brilliant 
for our little girl. She absolutely loves them and it is clear to see that they enjoy their jobs and 
enjoy being with our little girl. Thank you Hannah and Tia for caring so much for our little girl. 
She loves you both!!!” 

“The Staff at Daisy room are absolutely amazing!!! They make my child feel at home. They all 
look happy to see and welcome my child every morning. This gives me the comfort to leave 
my child in their care everyday of the week while I go to work.” 
 
“My child is very happy and settled. A wonderful team led by Rachael who seems to put her 
heart and soul into nursery. This is reflected by the staff who seem genuinely warm, 
enthusiastic and caring.” 

 


