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Executive Summary

Background

1.1.1 Following on from the publication of More Great Childcare 2013* and the Childcare Bill 20152

1.2

13

1.4

15

1.6

1.7

1.8

the government developed the joint application process for the Tax-Free Childcare (TFC) and
30 hours free childcare senices.

This report presents the findings from research to track the experiences of both parents and
childcare providers through the early stages of the national rollout of the Tax Free Childcare
(TFC) and 30 hours free childcare senices. The first wave of the research took place in winter
2017 and the final wave in winter 2019.

The findings in this report are based on five waves of online survey data, with parents suneyed
at each wave and childcare providers surveyed at waves 1, 3 and 5.

Key findings
Overall experience

The proportion of parents who described their experience as ‘very good’ or ‘fairly good’
increased from 65% in wave 1 to 86% in wave 5. High scores were also achieved for advocacy
with 81% of parents in wave 1 saying they would recommend TFC increasing to 90% at waves
4 and 5. The 30 hours scheme consistently had likelihood to recommend scores of over 90%
reaching a high of 93% at wave 4.

At wawe 1, fewer than half of providers described their experience of the childcare senices as
‘good’ to some extent (46%). This rose to 53% in wave 3 and 68% in wave 5.

By wawve 5, parents were more likely to hear about TFC from other parents compared with
earlier on when childcare providers were most likely to bring the senvice to the attention of
parents (43% heard of the scheme by word of mouth compared with 34% from a provider). This
compared with 35% and 46% respectively at wave 3.

In the early days of the rollout, providers were most likely to hear about the senice from
government/ HMRC (70% of newly registered providers at wave 1) although by wave 5 they
were as likely to hear about it from parents as from the government/ HMRC (41% cf 43%).

When asked about their detailed knowledge of the schemes, the aspect of TFC that parents
show the lowest level of understanding of is that you have to cancel vouchers when applying for
TFC (35% were aware of this at wave 5 with a high of 40% at wave 2 and a low of 32% at wave
3) although this is perhaps only vital knowledge for those who are using childcare vouchers
(and the scheme is now closed to new entrants). At wave 5, levels of knowledge that both
parents have to be working in order to claim TFC had gone down (45% compared with 54% at

L https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/219660/More_20Great_20Childcare_20v2.pdf
2https://vvww.gov.uIdgovernment/u ploads/system/uploads/attachment_data/file/318953/PU1607_Tax_free_Childcare_response

.pdf
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wawve 4). For 30 hours free childcare, around half of parents knew that it was possible to claim
30 hours and TFC at the same time (49% at wave 5 consistent with wave 4 when it was 47%,
the difference is not statistically significant) and knowledge that there are income thresholds for
claiming had gone down at wave 5 with two out of three answering correctly (65%, a decrease
from 72% at wawe 4).

While parents’ knowledge fluctuated over time, knowledge among providers generally
increased. At wave 5, the proportion of providers who felt they had a good understanding of
each of the schemes had increased considerably (up from 57% in wave 3 to 77% for 30 hours
and up from 57% in wave 3 to 65% for TFC) and more felt they could answer parents’ queries
compared to earlier waves (76% for 30 hours compared with 46% at wave 3 and 55% for TFC
compared with 46% in wave 3).

Applying for the childcare services

Experiences of the application process have generally been good since the childcare schemes
were introduced. No fewer than two in three parents were satisfied with their experience of
applying for either scheme at any wave with satisfaction levels reaching 85% in wave 5 for 30
hours and 77% for TFC.

Providers were asked about the ease of signing up to TFC; three in four providers at wave 5
described it as ‘easy’ (76%) and 83% said they had not experienced any problems.

Ongoing use of childcare services

The proportion of parents experiencing technical problems the last time they logged on to the
childcare senice has declined steadily over time from 28% at wave 2 (when the question was
first asked) to just 7% at wave 5. At wave 5, no single technical issue was cited by more than
3% of parents.

By wawe 5, parents had become familiar with the process of reconfirming their eligibility. Nearly
all relevant parents (98%)* who were required to do so had used their online account to
reconfirm their eligibility. By wave 4 around eight in ten parents described the process as ‘ very
easy’ or ‘fairly easy’ (79%) with less than one in ten saying ‘difficult to some degree (9%) and
these levels were maintained at wave 5.

TFC requires more engagement from parents with the online account than 30 hours free
childcare, which required parents to generate eligibility codes, as it involves paying money in
and making payments to providers. By wave 5, more than half of all parents using TFC had
used their account in each of the ways asked about, including paying money to a provider via
the account (63%) checking their account balance (60%) and paying money into their account
(56%0).

Although engagement with TFC accounts increased over time, one in three parents at wave 5
(34%) had not used their account to make a payment to a provider. An open-ended question
asking parents why they had not made a payment elicited a wide range of explanations.
Sometimes this was a timing issue (with parents having signed up in advance of needing to pay

3 ‘Relevant parents’ refers to those who had logged back into their account and applied for the
childcare senice over three months prior to completing the survey, who were therefore required to
reconfirm their eligibility for the childcare senice.
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childcare providers). However, the most common, at each wave, mentioned by around one in
five parents who had not made a payment was that they had decided not to use their TFC
account after all (19% at wawe 5).

The process of making online payments became easier for parents over time. At wave 5, eight
in ten parents described the process as ‘easy’ to some degree (81%, up from 69% at wave 1),
with less than one in ten saying ‘difficult’ to some extent (8%, down from 18% at wave 1). Those
who said that they had experienced problems mentioned late payments (31%), issues with the
website (24%) and a lack of clear information or guidance about the payment process (20%).

A minority of providers experienced difficulties receiving payments - one in six at wave 5 (14%),
a similar level to wave 1 (19%). Specific issues related to late payments (56% of these
providers had difficulties with this), reconciling payments (28%) and parents unable to select
them in the account (21%).

Parents appeared to experience few difficulties with accessing the 30 hours senice. At wave 5,
more than nine in ten who applied received an eligibility code (91%). Of those, most parents
had taken their code to a childcare provider (88%) and had started to receive free childcare
provision (78%).

A minority of providers experienced difficulties in verifying eligibility codes (9%). This has
declined since research began falling from 19% at wave 3 and 22% at wave 1. The top three
reasons given were the process being time consuming, eligibility codes not being accepted and
information on the website being confusing.

Contact with HMRC

Over time fewer parents made use of the childcare senvice helpline in their first three months
with the senice. At wave 5, 20% of newer customers had used the helpline, down from one in
three at wave 1 (34%). In addition, parents were more likely to have described their experience
with the helpline as ‘good’ to some extent (79% at wave 5 compared with 59% at wave 1).

Although the proportion of parents who reported that all their queries to the helpline had been
fully resolved increased between waves 1 and 5 (40% at wave 1 to 54% at wave 5), the
proportion whose queries were not fully resolved remained relatively high.

Compared with parents fewer providers made use of the helpline (16% of all providers had used
the helpline in the last 3 months at wave 5), but the majority agreed that all their queries were
fully resolved (62% at wave 5, up from 49% at waves 1 and 3). Overall rating of their experience
with the helpline increased from 61% saying ‘good’ to some extent at wave 1 compared with
81% at wawe 5.

The majority of parents felt that TFC had had some impact on their family’s employment with
only a quarter (27% at wave 5) reporting that it had no impact. At wave 5 one in four parents
reported that they/their partner were working more hours per week (25%); this was an increase
from 16% in wave 4. A third reported that at least one parent was able to keep working the
same number of hours (32%) or stay in work (32%) and a quarter reported that at least one
parent was able to work more hours per week (25%) because of TFC.
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1.24 When those who reported a change in employment as a result of TFC were asked directly about
the degree to which TFC had contributed to this change, around six in ten parents said that TFC
had contributed to ‘a great’ or ‘fair’ extent (59% for the parent inteniewed and 62% for their
partner).

1.25 Similarly, most parents using 30 hours reported that accessing it had an impact on their family’s
employment with only 21% saying it had no impact at wave 5. Around one in three parents
reported that 30 hours meant that they or their partner had been able to stay in work (33%),
work more hours per week (32%) and keep working the same number of hours (31%).
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Introduction

Background to the study

On the 29 January 2013, the coalition government published More Great Childcare*which set
out a plan to achiewe its vision of a dynamic childcare market, delivering high quality early
education and childcare. This was followed in the Budget 2013 by the announce ment of the new
Tax-Free Childcare (TFC) scheme administered by HMRC.

The TFC scheme provides eligible working parents with financial support towards qualifying
childcare costs, of up to £2,000 for each child under 12 (or up to £4,000 if a child under 17 is
disabled) per year. To be eligible, parents need to be earning at least £115 per week but no
more than £100,000 per year.

The 30 hours free childcare policy, which was launched in September 2017, built on
Department of Education’s (DfE) universal entitlement for 3 and 4-year olds, and offered
working parents of 3 and 4-year olds an additional 15 hours of free early education and
childcare a week, over 38 weeks of the year.

All 3- and 4-year-olds, and eligible 2-year-olds, are entitled to 570 hours of funded early
education or childcare per year. This is usually taken as 15 hours a week for 38 weeks of the
year. Since September 2017, the funded childcare entittement for 3- and 4-year-olds increased
to 30 hours a week for working parents that meet the eligibility criteria. Parents can usually get
30 hours of funded childcare if they (and their partner, if they have one) are in work (or getting
parental leave, sick leave or annual leave), and are earning at least the National Minimum
Wage or Living Wage for 16 hours a week

Prior to the launch of TFC®, the Government held a consultation with stakeholders, who
stressed that the scheme must be simple for parents to operate and flexible to the changing
demands of childcare. The consultation highlighted that parents expected to be able to easily
register for the scheme and open a childcare account; pay in money when they wanted to and
receive Government ‘top-ups’ in a timely fashion; know that their money is being held securely;
and spend the money on qualifying childcare at a time of their choosing.

In keeping with the wider Government Strategy for senice delivery, the delivery of all elements
of the new childcare offer were designed to be ‘digital by default’ (although telephone helplines
are available to support those unable or unwilling to use digital senices).

Parents are able to apply for both TFC and 30 hours, through a single, digital application. This
was intended to save parents time and ensure they are provided with real time decisions on
their eligibility for the scheme(s). This is known as the joint childcare application process.

A great deal of development, research and wider consultation took place to ensure both the
TFC and 30 hours schemes were ready for national roll out in 2017. This included an early

4https://vwwv.gov.uk/government/u ploads/system/uploads/attachment_data/file/219660/More_20Great_20Childcare_20v2.pdf
5https://vvww.gov.uIdgovernment/u ploads/system/uploads/attachment_data/file/318953/PU1607_Tax_free_Childcare_response

.pdf
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rollout of 30 hours free childcare to all eligible children living in four Local Authority (LA) areas. ®
A further study was commissioned by DfE from the first year of the rollout focusing on 12 LAs.’

HMRC commissioned a programme of tactical research to track the experiences of parents and
providers through the early stages of national rollout of TFC and 30 hours. The research
programme consisted of five waves of quantitative research and a small qualitative study which
are cowvered in this report. The research was designed to provide feedback both on the initial set
up of the online account / process of registering for TFC/30 hours and also the ongoing process
of using the schemes.

The more specific objectives of the research programme were to:

Gather early insightsinto customers’ experiences to understand their ease of
interacting with guidance, systems and processes. Did parents perceive the process to
be simple, flexible and secure?

Identify the range of customer journeys. Providing insight into what was working well /
not very well and identifying areas for improvement.

Identify unexpected or unintended customer interactions or behaviours (including
compliance issues).

Explore parents’ perceptions around the impact of the schemes on their employment.

Methodology, Sampling and weighting

The core quantitative component of the research involved five waves of online data collection
for parents, with data captured for providers at waves 1, 3 and 5.

The sample was provided by HMRC. In order to be eligible for inclusion in the sample, parents
had to have a ‘live flag’ on their account denoting that they had an account within their eligibility
date. This meant that they had either only applied within the last three months or had
successfully reconfirmed their eligibility within the last three months. Anyone previously selected
for any childcare senice research were excluded from the study for a period of eighteen
months.

At each wawe, ‘new’ customers i.e. parents who had applied for the joint childcare service in the
last 3 months were over-sampled relative to the proportion of the overall customer base that
they represented in order to enable separate reporting on this group. At Wave 1 all parents
sampled were ‘new customers’. In addition, wave 4 included a boost of parents who only had
children over the age of five. For more detailed information see the accompanying technical
report.

At each wawe, the provider sample was a simple random sample of providers registered with
the joint childcare senice. As with the sampling approach for parents, more detailed information
is contained in the technical report.

8 https://www.gov.uk/government/publications/early-rollout-of-30-hours-free-childcare-evaluation

7 https://www.gov. uk/government/publications/30-hours-free-childcare-final-evaluation-of-the-national-

rollout

E_%”l” IFF Research

OFFICIAL-SENSITIVE


https://www.gov.uk/government/publications/early-rollout-of-30-hours-free-childcare-evaluation
https://www.gov.uk/government/publications/early-rollout-of-30-hours-free-childcare-evaluation
https://www.gov.uk/government/publications/30-hours-free-childcare-final-evaluation-of-the-national-rollout
https://www.gov.uk/government/publications/30-hours-free-childcare-final-evaluation-of-the-national-rollout
https://www.gov.uk/government/publications/30-hours-free-childcare-final-evaluation-of-the-national-rollout

2.15 At each wawe, the achieved interviews with parents were weighted to account for non-response
bias and for the over-sampling of particular groups so that the findings could be interpreted as
representative of the whole customer base at that point in time. Similarly the provider inteniews
were weighted for non-response.

2.16 Figure 2.1 below shows the parents covered by each wawe of fieldwork.

Figure 2.1 Parent application periods covered by each wave of fieldwork

W1 customers W1
apphed Fieldwork

: W2
W2 customers applied ] [ Fieldwork ]

[ W3 customers applied ]

. w4
W4 customers applied ]

] W5
W5 customers applied Field

work

2.17 Table 2.1 shows the exact fieldwork dates and number of inteniews achieved for each wave for
both parents and providers.

Table 2.1 Fieldwork dates and number of interviews achieved

Fouorcanes | lumberol | Feduoic | Nl
v | PHSy mOnn g
Wave 2 23 Feg'olg’ April 1,886 NA NA
Wave 3 12 Julyz/cﬁg Aug. 1,464 12 JUI%/0_186 Aug. 742
Wave 4 8 Feb. ~ 1> March 1,236 NA NA
waws e g, meome o
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Approach to analysis

2.18 The data presented in this report are from a sample of parents and providers. All the samples
have been weighted to be representative of the parent and provider populations.

2.19 The findings have been reported by scheme (TFC and 30 hours). Some parents will have
applied for both schemes so there is an overlap in the two samples.

2.20 Differences between sub-groups and previous waves are only commented on in the text if they
are statistically significant at the 95% confidence lewel, unless otherwise stated. This means
there is no more than a 5% chance that any reported differences are a consequence of
sampling error.

2.21 Arrows have been included in charts to denote where a wave-on-wave change is statistically
significant.

2.22 Due to rounding to the nearest whole number, percentages may not total to exactly 100%.
Structure of the report
2.23 This report is structured as follows:

Chapter 3 focuses on the overall experience of the childcare senices from the perspective
of both parents and providers. It also looks at parents’ likelihood to recommend each
scheme.

Chapter 4 considers how parents first became aware of TFC and their use of online
resources. It also looks at knowledge that both parents and providers had of the details of
the schemes.

Chapter 5 explores experiences when signing-up for the senice and any problems
encountered in the application process. It also covers the reasons parents and providers
gawve for signing up.

Chapter 6 looks at the ongoing use of childcare senices, including use of the online
account and specifically, in relation to TFC, the experience of making and reconciling

payments.

Chapter 7 focuses specifically on what contact parents and providers have had with the
childcare senices helpline and how they found the experience.

Chapter 8 considers the impact that the childcare senices have had on family employment.

Chapter 9 summarisesthe key conclusions

@‘” IFF Research
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Joint Online Childcare Senice Customer Experience Study

3 Overall experience

3.1 This chapter focuses on the owerall experience of using childcare senices from the perspective
of parents and providing the childcare senices from the perspective of providers. It looks at the
degree to which parents and providers described their experience as ‘good’ or ‘poor’ and how
this has changed over time. It also considers the reasons parents gave for describing their
experience as poor. The chapter concludes by looking at whether parents would recommend
the two childcare schemes.

Experience of parents

3.2 The majority of parents at wave 5 described their overall experience with the childcare senice
as ‘good’ to some extent: 86% described the experience as ‘very good’ or ‘fairly good’. Two in
five (40%) described their experience as ‘very good’. The full range of responses together with
the responses over time are illustrated in Figure 3.1

3.3 Across the five waves of research, there was a clear improvement in parents’ overall experience
with the childcare senices. The proportion of parents considering their experience to be good
to some extent increased significantly at each wave until wave 4. Between wave 4 and wawe 5,
owerall experiences were maintained at a high level.

Figure 3.1 Overall parent experience of using childcare services

% rating experience
as ‘good’

W5

|

w4

I 10% 44% 40%

W3

l
2

W

W1

= Very poor Fairly poor = Neither good nor poor/ Don't know = Fairly good = Very good

Base: All parents W1 (4,752), W2 (1,886), W3 (1,464), W4 (1,236), W5 (1,020)
Data labels not shown for data points less than 4%
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3.4 There were some variations in reported experience by demographic groups. Women were
consistently more likely to report that their experience was ‘good’. At wave 5, 88% of women
described a ‘good’ experience compared with 80% of men; the difference was statistically
significant, and this level of difference was apparent at all five waves of research.

3.5 There were also significant differences in reported experience by household income. In wave 5
parents living in households with an income up to £19,999 were more likely to say their
experience was to some extent ‘good’ (94% ) compared with households with an income of
£20,000-£49,999 (88%) or those where the income was £50,000 or more (83%).

3.6 The proportion of parents giving a ‘very good’ or ‘fairly good’ rating was also higher among
those whose main language was not English. Atwave 5, more than 9 in 10 parents whose main
language was not English described their experience as ‘good’ to some extent (93%); this
compares with 85% for parents whose main language was English or who described
themselves as bilingual. This difference was evident at most other waves.

By scheme

3.7 The same positive trend is observed when looking at overall experience separately for parents
who applied for each of the TFC and the 30 hours schemes. This is shown in Figure 3.2

3.8 Among parents who applied for TFC, 83% described their experience as ‘very good’ or ‘fairly
good’ at wave 5. This figure was considerably lower at 63% when tracking first started and
increased significantly at both wave 2 and wave 3.

3.9 The findings for parents who applied for the 30 hours scheme is very similar to that observed for
TFC customers. Owerall positive experience has risen significantly from 66% in wave 1 to 88%
inwave 5.

Figure 3.2 Overall positive experience by parents

W1 w2 W3 w4 W5

o
Q TFC customers 63% 66% ﬁ 80% ﬁ 82% 83%
30hrs customers 66% 69% ﬁ 82% F 84% 88% F

Base: All parents who applied for TFC W1 (3,304), W2 (1,378), W3 (1,193), W4 (970), W5 (780);
All who applied for 30 hours W1 (3,807), W2 (1,294), W3 (885), W4 (837), W5 (682)

3.10 Parents who described their experience as ‘very poor’ or ‘fairly poor’ were asked an open-ended
guestion which asked them to explain, in their own words, i.e. without prompting, why they felt
the experience had been ‘poor’. The responses were coded at the analysis stage.
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3.11

As shown in Figure 3.3, at wave 1, the most common responses were technical issues with the
website and the challenge of navigating the website (both mentioned by 7% of all parents
accessing childcare senices); this was followed by poor support/ senice from the helpline (5%).
Over time, senice improvements led to fewer parents citing technical issues or challenges of
navigating the website. The same was true of citing poor customer support/ helpline senice
experiences. Atwave 5 no issue stood out for particular concern with no specific type of
problem mentioned by more than 2% of parents.

Figure 3.3 Reasons why parents rated their experience as poor

w1 W2 W3 W4 W5

% who described their experience as ‘Poor’ 8% 10% 10% 6% 5%
Technical issues with the website | 7% 8% 1% ) 1% 1%
The website is not user-friendly 7% 5% } 3% } 2% 2%
Poor customer support /
service from helpline 5% 3% 1% *% *%

Reconfirming eligibilty | 304 20 } 1% } *os 1%1

General lack of help / guidance 1% 2% } 1% } 1% 204 ﬁ

Delays | 204 2% 1%} 1% *%;

Base: All parents W1 (4,752), W2 (1,886), W3 (1464), W4 (1236), W5 (1020)

Reasons given...

3.12

3.13

3.14

Experience of providers

Providers were asked to rate their overall experience of the childcare senice and again the
proportion giving a ‘very good’ or ‘fairly good’ rating increased steadily over time although their
ratings remained lower than those of parents.

At wawve 1, fewer than half of providers described their experience of the childcare senices as
‘good’ to some extent (46%). This rose to 53% in wave 3 and 68% in wave 5. Figure 3.4 shows
the full responses given at each wave.

Providers who had received a TFC payment(s) were more likely to report some degree of ‘good’
experience compared with providers who had not or were unsure (72% and 51% respectively
for wave 5). This difference was apparent across all 3 waves although was less marked at
earlier waves (a twelve percentage point difference at wave 3 and fourteen percentage point
difference at wave 1).

@”l IFF Research
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Joint Online Childcare Senice Customer Experience Study

3.15 Accessing any form of help also led to more providers reporting a ‘good’ experience to some
extent compared with those providers who had not accessed any help or were unsure. At wave
5, 76% of providers who had accessed help reported a ‘very good’ or ‘fairly good’ overall
experience compared with 65% of those who had not. This difference was apparent at previous
waves.

Figure 3.4 Overall provider experience of using childcare services

W5 % rating experience

as ‘good’
W3

=4

w1

5%

= Very poor Fairly poor = Neither good nor poor/ Don't know = Fairly good ®Very good

Base: All providers W1 (985), W3 (742), W5 (737)

3.16 Positive trends in overall provider experiences were evident when looking at the two schemes
separately. Figure 3.5, shows that at wave 1, 45% of providers involved with TFC reported a
‘good’ experience to some extent compared with 53% for providers involved with 30 hours. By
wawve 5 these figures had increased to 68% and 70% respectively.

Figure 3.5 Overall positive provider experienceby TFC and 30 hours

w1 W3 W5

o
@’ TFC customers 45% 53% F 68% ﬁ

30hrs customers 53% 56% 70% ﬁ

Base: All providers asked about 30hrs W1 (666), W3 (516), W5 (476);
All providers asked about TFC W1 (961), W3 (722), W5 (723)
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Joint Online Childcare Senice Customer Experience Study

Recommending the schemes to others

3.17 Parents’ likelihood to recommend TFC was relatively high at all waves. At wawe 1, eight in ten
parents said that they agreed, to some degree, that they would recommend the scheme to other
parents (81%). Overall likelihood to recommend reached 90% in wave 4 and was maintained at
this high level at wave 5. At wave 5, 77% of parents ‘strongly agreed’ that they would
recommend TFC. More detailed responses are shown in Figure 3.6.

3.18 At Wawe 5, parents who had made a payment to a provider (and hence could be considered to
be active users of the scheme) were particularly likely to recommend TFC (90%) compared with
those who had not or had said ‘don’t know’. Significant differences were also observed at wave
4 (90% vs 57%), wave 3 (89% vs 57%), wave 2 (79% vs 54%) and wave 1 (81% vs 56%).

3.19 In addition, those who described their overall experience with TFC as ‘very good’ or ‘good’ were
more likely to say they would recommend the scheme. Atwawve 5, 82% who described their
experience as ‘very good’ or ‘good’ were likely to recommend TFC compared with 58% of those
parents who did not describe their experience as ‘good’. However it is notable that the
proportion of parents who were willing to recommend TFC was high even at wave 1 when
overall experience ratings were considerably lower. This perhaps indicates that the benefits of
the scheme were often seen to outweigh any difficulties with using the senice.

Figure 3.6 Parents Recommendation of TFC

%5 Total disagree Total agree

W4
W3
W2
W1

m Strongly disagree © Tend to disagree = Neither good nor poor/Don't know = Tend to agree B Strongly agree

Base: Parents who had made a TFC payment W1 (1,354), W2 (785), W3 (726), W4 (622), W5 (530)
Data labels not shown for data points less than 5%
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Joint Online Childcare Senvice Customer Experience Study

3.20 Parents’ likelihood to recommend 30 hours was higher than for TFC. At wave 1, 91% of parents
who applied for 30 hours stated that they ‘agreed’ or ‘strongly agreed’ that they would
recommend the scheme with 80% saying they ‘strongly agreed’. Likelihood to recommend has
remained high at each wave reaching 93% at wave 4 and 92% at wave 5. The full figures are
shown in Figure 3.7.

3.21 Again, where parents felt their overall experience of the scheme was ‘good’ to some extent,
likelihood to recommendwas higher. Atwave 5, 95% of parents who described their experience
as ‘good’ to some extent said they agreed they would recommend the scheme, this compared
with 59% of parents who did not described their experience as ‘good’.

Figure 3.7 Parents Recommendation for 30hours

Total disagree Total agree

W4
W3
W2
W1

m Strongly disagree Tend to disagree  ®m Neither/ DK ®Tend to agree  ® Strongly agree

Base W1 Parents who applied for 30 hours W1 (3,807), W2 (1,294), W3 (885), W4 (837), W5 (682)
Data labels not shown for data points less than 5%
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4 Knowledge of childcare services

4.1 This chapter explores parents and providers’ knowledge and understanding of the childcare
senice schemes. It considers how parents and providers became aware of tax-free childcare
(TFC) and their use and awareness of the online resources. It also looks at parents’ knowledge
of the schemes, as well as providers’ attitudes towards the childcare senvices.

Awareness of Tax-Free Childcare

4.2 From Wawe 3 onwards, parents were asked where they first heard about TFC. As shown in
Figure 4.1 at wave 5 it was most common for parents to say they first heard about TFC from
‘friends/family/other parents’, a source of awareness for over two-fifths of parents (43%). This
was a significantly higher proportion than at the previous two waves when ‘childcare providers’
were the most common source of awareness. On average, around a quarter of parents stated
that they heard about TFC through the childcare choices website/GOV.UK (23% at wave 5).

4.3 In wave 5 those parents that had applied for both TFC and 30 hours were significantly more
likely to first hear about TFC from their ‘childcare provider’ than those parents that had only
applied for TFC (41% cf 18%). This difference is also apparent in waves 3 and 4.

Figure 4.1 Sources of awareness of TFC among parents

43% t W5

Friends / family / other parents 36%
35%

34% =\W3

Childcare provider 37% ‘
46%

23% l

Childcare Choices website / GOV.UK - 29% ‘t
21%

13% )

Coverage in media 19%

m\W4

27%

9%

Employer 10% t
6%

Base: All parents applied for TFC, W3 (1,193), W4 (970), W5 (780), question introduced at W3
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4.4 Providers were also asked where they had heard about TFC; findings are shown in Figure 4.2.
Only providers who had signed up in the 3 months prior to the survey were asked this question
(which was all providers at wave 1).

4.5 The most common source of awareness across all three waves was the ‘Government/HMRC’.
Howewer, the proportion of providers stating that this was the way they first heard about TFC fell
from 70% at wave 1to 43% at wave 5. At wawe 5, there was a more equal spread of providers
citing a range of sources including ‘parents/prospective customers’ (41%)8, and the ‘invitation
letter’ (35%).

4.6 Cowerage inthe media as a source of provider awareness for TFC has waned since wave 1. At
wawve 5 providers were also significantly less likely to have heard of TFC from their ‘local
council’ (24% cf 37% and 38% in waves 3 and 1, respectively).

Figure 4.2 Sources of awareness of TFC among providers
43%
Government / HMRC 51% ‘ W5
70%
m\W3
21% %
Parents / prospective customers* 5% =Wl
28%
35%
44%
24%
Local council 37%
38%
14%
Another provider 14%
10%
13%
Coverage in the media 15%
31%

Base: All parents applied for TFC W1 (961), W3 (in last 3 months) (152), W5 (in last 3
months) (177), *removed as pre-code at W3, added back W5,

8 parents and prospective customers w as removed as a pre-code in wave 3 but reinstated in wave 5, hence the
drop in wave 3.

@” IFF Research

OFFICIAL-SENSITIVE




Parents’ use of online resources

4.7 New parent applicants’ use of the online resources provided by the Government to help with
decisions around using the childcare schemes has remained at a similar level over time (since it
was first asked about at wave 2) as shown in Figure 4.3.

4.8 Parents were slightly more likely to have used the childcare choices website at waves 2 and 4.

4.9 Onawerage one in three parents used the childcare calculator prior to their application (33%
wawve 2; 38% wawe 3; 41% wawe 4; 37% wawve 5). Across each wawve those newer applicants
that applied only for 30 hours were significantly less likely to use the calculator than those that
applied for TFC only.

Figure 4.3 Parent’s use of online resources

Visited childcare Used childcare
choices website calculator

W5 35% 37% F
W4 44% It 41%

W3 37% 38%

w2 45% 33%

Base: All parents applying in the last 3 months W2 (873), W3 (784), W4
(552), W5 (463), questions introduced at W2

Providers’ use of online resources

4.10 Providers tended to be less likely to use the online guidance provided on GOV.UK after wave 1.
This was particularly the case for the guidance for 30 hours free childcare which over two-fifths
(43%) of 30 hours providers had used at wave 1 but only 20% had used at waves 3 and 5.
Despite the proportion of providers using the online guidance in relation to TFC dropping after
wawve 1 (from 25%), there was a statistically significant rise from 12% using it in wave 3 to 16%
in wave 5.
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Figure 4.4 Providers’ use of online guidance

L) w1 w3 W5
@‘ TFC customers 25% 12% } 16% It
@ 30hrs customers 43% 20% } 20%

Base: All providers asked about 30hrs W1 (666), W3 (516), W5 (476);
All providers asked about TFC W1 (961), W3 (722), W5 (723)

4.11 Awareness among providers of the TFC toolkit fluctuated across waves with a third (33%) of
providers using TFC aware in wave 5, significantly lower than in wave 3 (41%) (Figure 4.5). This
was also the case for the proportion that received TFC toolkit materials, with around a quarter
(26%) of those that were aware of the toolkit receiving materials to help communication with
parents, significantly lower than the 36% and 40% of providers that received the materials in
wave 3 and 5 respectively. However, of those that did receive toolkit materials in wave 5,
around three-quarters (73%) used them, which was in line with the previous two waves.

Figure 4.5 Providers’awareness and use of TFC toolkit

W1 W3 W5
Aware of toolkit 36% 41% K 33% ]‘
Of those aware:
Received toolkit materials 40% 36% 26% ]‘
Of those who received:
Used toolkit materials 76% 74% 73%

Base: All providers asked about TFC W1 (961), W3 (722), W5 (723)
Providers that are aware of toolkit W1 (349), W3 (271), W5 (245)
Providers that received materials W1 (139), W3 (99), W5 (64)

Parents’ knowledge of TFC and 30 hours

4.12 To help measure their understanding of the operation of the schemes, parents were asked a
series of true or false statements for each scheme. Figure 4.6 and Figure 4.7, present the
proportion of parents that answered each statement correctly.
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4.13 Figure 4.6, shows parents’ understanding of different aspects of TFC. Over time, parents’
knowledge about the employment and earnings eligibility criteria has fallen. Over two-fifths
(45%) of TFC parents at wave 5 were aware that TFC is only available to families where all
parents are working, compared to 55% at wave 1. Similarly, waves 4 and 5 saw a lower
proportion of parents aware that there are income thresholds for claiming TFC (57% and 56%
respectively compared with 64% at wave 1).

4.14 The aspect of the scheme that consistently saw the lowest levels of awareness was around the
need to cancel childcare vouchers on applying for TFC (35% of TFC parents at wave 5).
Howevwer, this knowledge is only really vital for those in receipt of childcare vouchers (and this
scheme is now closed to new entrants).

4.15 Awareness that TFC and 30 hours can be claimed together remained low with fewer than half of
parents that had applied for TFC aware of this at each wave where it was asked.

4.16 The aspect that the highest proportion of TFC applicants were aware of was the need to
reconfirm eligibility every 3 months (80%). This has increased considerably over time from only
two-thirds of TFC parents (68%) at wave 1.

Figure 4.6 Parents’ knowledge of TFC

% of parents giving correct answer when asked if following statement about TFC are true / false

wi w2 w3 w4 ws
You have to confirm you are still eligible for Tax- 0 o ‘ 0 ‘ . 80%
Free Childcare every 3 months (T) 68% 3% 9% 7% 0
You can claim Tax-Free Childcare regardless ) . .
of how much you earn (F) 64% 65% 64% 57% ) 56%
You can only claim Tax-Free Childcare for one 63% 66%{ 63% 69% t 66%
child (F)

Tax-Free Childcare is only available to families 0 ‘
where all parents are working (T) 25% 59%{ 56% 54% 45%
You must cancel your childcare vouchers once 36% 40% t 3204 U 39% t 35%
you’'ve applied for TFC (T)
TFC and 30 hours can be claimed at the same N/A 48% 43% M 47% 46%
time (T)

Base: Parents who applied for TFC W1 (3,304), W2 (1,378), W3 (1,193), W4 (970), W5 (780)
(T) After a statement denotes that the statement is true, whereas (F) after a statement denotes the statement is false

4.17 In line with the findings for TFC, knowledge among 30 hours parents of the existence of the
earnings thresholds fell at wave 5 compared to previous waves (65%, 78% at wave 1). In
addition, the statement that the lowest proportion of applicants answered correctly was that both
TFC and 30 hours can be claimed at the same time (49%), again similar to TFC customers.

4.18 Knowledge of the need to reconfirm eligibility for 30 hours every 3 months remained high
across all waves (93% at wave 5) as did knowledge that it is necessary to wait until the next
term to claim 30 hours if a child turns three halfway through the current term (78% at wave 5).
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Figure 4.7 Parents’ knowledge of 30 hours free childcare

% of parents giving correct answer when asked if following statement about 30hrs are true / false
w1l w2 w3 W4 W5
You have to confirm you are still eligible for 30 0 0 o }
. 96% 93%
hours free childcare every 3 months (T) 91% bt 95% °
You can claim 30 hours free childcare
0,
regardless of how much you earn (F) 78% 7% 74% 2% 65% *
If your child turns 3 midway through a term you ‘ ) 0
have to wait until next term to claim 30 hours (T) 69% 75% 71% * 1% 78%
TFC and 30 hours can be claimed at thg same N/A 44% 39% } 47% 49%
time (T)
Base: Parents who applied for 30 hours W1 (3,807), W2 (1,294), W3 (885), W4 (837), W5 (682)
(T) After a statement denotes that the statement is true, whereas (F) after a statement denotes the statement is false

Providers’ attitudes towards TFC and 30 hours

4.19 Providers were asked a series of questions about the impact of TFC and 30 hours on their
business.

4.20 Generally, responses show an increasing level of engagement with TFC over time (Figure 4.8).
Ower the three waves of provider research, the proportion of providers considering that they had
a good understanding of how TFC payments work and that they knew enough about TFC to
answer parents’ queries steadily increased (55% agreed at wave 5 compared with 37% at wave
1). Providers were also increasingly likely toreport that parents were approaching themto find
out more about TFC (54% at wave 5 compared with 34% wawve 1).

4.21 Howewer, it was only a minority of providers that reported that TFC was having a positive impact
on their business. Atwawve 5, around a quarter of TFC providers (26%) agreed that TFC
provided an opportunity for business growth, while fewer (13%) agreed that their business had
grown because of TFC, despite around a third (31%) feeling that parents were using more
childcare because of the scheme.
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Figure 4.8 Providers’ attitudes towards TFC

o Free Child y o 29% 49% 22% w1
ax-rree lidcare proviaes an opportunlty or us to grow _

our business 2N = 2% w3

30% 44% 26% W5

We h d und ding of how Tax-Free Child — = Wt

e have a good understanding of how Tax-Free Childcare

payments work 20% 23% 57% W3

23% 65% W5

N hed find b 45% PAL) 34% W1

Parents have approa'gr:e giifgcg:e out more about Tax- T e W3

21% 54% w5

We feel th ki h about Tax-F Child — — Ik wi
¢ feel thatwe know enough about T ax Free thildeare 0 N = T SR

answer parents' queries 28% 26% A6% W3

21% 24% 55% W5

Parents are using more childcare because of TFC 43% 31% W5*

Our business has grown because of TFC 43% 44% 13% IRV

m Total Disagree = Neither agree nor disagree/ Don't know m Total Agree

Base: Signed up for TFC W1 (961), W3 (722), W5 (723) *new at W5

4.22 Figure 4.9, shows provider attitudes towards 30 hours. In line with findings for TFC, providers of
30 hours free childcare felt their understanding of the scheme had improved over time so that at
wawve 5 around three-quarters agreed that they had a good understanding of 30 hours’
processes (77%) and that they knew enough to answer parents’ queries about the scheme
(76%) compared to 46% and 37% respectively in wave 1.

4.23 Howewer, in contrast to TFC, wave 5 showed an increase in the proportion of providers of 30
hours that felt the scheme represented an opportunity to grow their business with around two-
fifths (39%) believing this to be the case, up from a quarter (25%) in wave 3 and 22% in wave 1.
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Figure 4.9 Providers’ attitudes towards 30 hours free childcare

44%
40%
27%

30 hours free childcare provides an opportunity for us to
grow our business

28% 25%

Our business has a good understanding of how 30 hours 20% 2200

free childcare processes work

S
>
=
g
>

45% 19%
35% 20%
14% | 18%

Parents have approached us to find out more about 30
hours free childcare

36% 25%
28% 26%
8%/ 16% 76%

We feel we know enough about 30 hours' free childcare
to answer parents' queries

m Total Disagree  ® Neither agree nor disagree ~ ® Total Agree

Base: Signed up for 30 hours W1 (666), W3 (516), W5 (476)

w1
w3
W5

w1
w3
W5

w1
w3
W5

w1
W3
W5
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5 Applying forthe joint childcare services

5.1 This chapter explores the experience of providers and parents when signing up to the schemes,
as well as any problems encountered in the application process. The last part of the chapter
looks at reasons given for signing-up to the scheme (parents) or only signing up for TFC
(providers).

Parents’ experience of the application process

5.2 At each wawe, parents who had applied to the joint childcare senice in the last 3 months
(‘newer customers’) were asked about their experiences of the application process.

5.3 Parents’ satisfaction with the application processes for each scheme has remained stable since
wave 2 with the majority of parents stating that they were either ‘very’ or ‘fairly satisfied’ with
their experience.

5.4 As shown in Figure 5.1, the proportion of new TFC applicants that were ‘satisfied’ to some
extent with the application process has remained at around three-quarters (77% in wave 5)
fairly evenly split between the proportion that were ‘very’ or ‘fairly satisfied’ (36% and 42%
respectively in wave 5).

Figure 5.1 Parents’ satisfaction with the application process for TFC

Neither/ -
Dissatisfied Don'tknow  Sausied

W1 Customers 21% 13%
W2 Newer Customers 17% 10 (
W3 Newer Customers ‘ n»B37EE

W4 Newer Customers ) 89%12% 80%

W5 Newer Customers sv 4%

Base: All customers who applied for TFC W1 (3,304);
All newer customers who applied for TFC W2 (382), W3 (652), W4 (436), W5 (353)

5.5 Newer customers of 30 hours similarly showed higher levels of satisfaction with the application
process from wave 2 onwards with 85% of new applicants in wave 5 ‘satisfied’ to some extent
with their experience (Figure 5.2). Positively, after wave 2 there was a slightly higher proportion
of respondents that were very satisfied with the process than ‘fairly satisfied’ (45% vs 40% in
wawe 5).
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5.6

5.7

5.8

Figure 5.2 Parents’ satisfaction with the application process for 30 hours

Neither/ o
Dissatisfied Don’t know Satisfied

W1 Customers 20% 1%

W2 Newer Customers 16% 9%‘
W3 Newer Customers ‘ 9% 12% 7
W4 Newer Customers [ 84% |
W5 Newer Customers e 85% |

Base: All customers who applied for 30 hours W1 (3,807)
All newer customers who applied for TFC W2 (363), W3 (467), W4 (374), W5 (308)

As shown in Figure 5.3, over three-quarters of newer applicants rated each of the following
stages as either fairly or very easy:

finding out their application’s status (82%);
understanding eligibility for 30 hours (78%); and
completing the childcare service application (76%).

Just under three-quarters found that ‘locating the application webpage’ (74%), ‘understanding
their eligibility for TFC’ (72%), and ‘understanding what government support was available
generally’ (69%) were to some extent ‘easy’. Each of the findings for these six aspects
remained broadly consistent over the five waves, particularly since wave 2.

The one area that a lower proportion of applicants rated as easy was setting up an HMRC
Gowvernment Gateway account which was seen to be ‘very’ or ‘fairly easy’ by 63% of wave 5
newer applicants and rated as ‘very’ or ‘fairly difficult’ by 20%.
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Joint Online Childcare Senice Customer Experience Study

Figure 5.3 Parents’ perceived ease of online application process

Customers who rated stages as easy

w1 W2 Newer W3 Newer W4 Newer W5 Newer

Understanding if | was eligible for 30 hours free 83% 79% 81% 79% 78%
childcare 1 1

Finding out the status of my application 63% 69% 77%‘ 80% 1 82%
Understanding if | was eligible for Tax-Free Childcare 1 75% 74% 75% 75% 72%
Completing the childcare service application 69% 71% 75% 75%t 76%
Understanding Wh_at government childcare support N/A 71% 74% 71%‘ 69%
was generally available

Finding the application webpage 60% 67% 73%‘ 72% 1 74%
Setting up the HMRC Government Gateway account 57% 50% 61% 60% t 63%
(where you confirm your identity)

Base: Newer Customers who completed application online W2 (857), W3 (782), W4 (551), W5 (463); T Newer customers who completed
TFC application online W2 (658), W3 (650), W4 (436), W5 (353); TtNewer customers who completed 30 hours application online W2 (571),
W3 (466), W4 (373), W5 (308); W1 was based on all who completed application online (4,494); T All who completed TFC application online
(3,119), TTAll who completed 30 hours application online (3,600).

Providers’ experience of the application process

5.9 Providers also largely rated the process of signing up to TFC as to some extent ‘easy’ with over

three-quarters (76%) of new applicants finding it easy at wave 5 (33% ‘very easy’, 43% ‘fairly
easy’) as shown in Figure 5.4. This was fairly consistent with previous waves.

Figure 5.4 Providers’perceived ease of signing up to TFC

W5
% rating experience
as ‘easy’
6%

m Very difficult Fairly difficult = Neither easy nor difficult = Fairly easy  ®\Very easy

Base: All providers personally signed up TFC W1 (853); All providers personally signed up TFC in last 3 months W3 (139),
W5 (169)
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5.10 The ease with which providers were able to sign up to TFC was reinforced by the fact that few
stated that they experienced any problems when signing up across the waves, as indicated in
Figure 5.5. The lowest proportion of applicants experienced a problem in wave 5 (17%), while
there was an increase of problems in wave 3, with a quarter (25%) experiencing an issue.

5.11 The problems experienced by providers were most commonly not having their Unique Tax
Payer Reference (UTR), their UTR or user ID not being accepted, and difficulty finding the
application form.

Figure 5.5 Experienced problems when signing up to TFC

W5

mYes mNo

Base: All providers personally signed up TFC W1 (853); All providers personally signed up TFC in last 3 months
W3 (139), W5 (169)

Reasons for recent sign-up

5.12 At wawe 5, parents who had recently registered for the senice were asked why they had only
signed up in the last 3 months. Most commonly, as shown Figure 5.6, parents said that their
childcare needs had changed, which was mentioned by a third (33%) of parents. Other reasons
around changes in circumstances were a change in employment situation (14%), and that they
were previously receiving childcare vouchers or tax credits (11%).

5.13 Three inten parents mentioned that they had only ‘just found out about TFC’ (30%). In a similar
wvein, some parents mentioned that they had only just realised they were eligible recently (21%).
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Figure 5.6 Parents’reasons for signing up to TFC in last 3 months

Change in childcare needs 33%
Only just found out about TFC 30%

Only just realised | am eligible for TFC

Change of jobs / hours

Was receiving vouchers / tax credits

Didn't think it would be worth the effort

Had heard bad things about TFC

Other

Base: Newer applicants to TFC W5 (353), only asked in W5

5.14 Providers were also asked for their motivations for signing up for TFC (Figure 5.7). The most
commonly given reason across all waves was because they ‘wanted to help parents’, cited by
around two-thirds of providers each wave. The next most frequently mentioned reason at wave
5 was ‘requests/questions from parents’ (48%), a reason which has become more common
since wave 1 when parents’ awareness may have been lower.

5.15 Other reasons mentioned by fewer providers at wave 5 than previous waves were that TFC
made sense from a business perspective (down from 39% in wave 1 to 20% in wave 5), and
that they thought it was mandatory (down from 21% in wave 1 to 2% in wave 5).
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5.16

5.17

5.18

Figure 5.7 Providers’reasons for signing up to TFC

66% W5

Because | / we wanted to help parents 68%
65% mWwW3
w1

Due to requests / questions from parents

Because it made sense from a business perspective

Because other providers in the area were signed up

Because | / we thought it was mandatory

Base: Providers offering TFC W1 (961) W3 (152) W5 (177)

Providers’ reasons for not offering both schemes

Providers who were only offering TFC were asked for their reasons for not offering 30 hours.
These providers equated to 37% at wave 5.

Providers gave arange of reasons for not offering 30 hours. At wave 5, around a fifth mentioned
not having ‘children in my care of funding age’ (21%) and a similar proportion stated that ‘they
didn’t think it would be commercially viable’ to offer 30 hours (19%). As indicated by the arrows
in Figure 5.8 the proportion citing these reasons changed significantly from the previous two
wawves with more providers without children of funding age (14% wave 1 cf21% wawve 5) and
fewer feeling that 30 hours was not commercially viable to offer (37% in wave 1 cf19% wave 5).

Other reasons given were that the provider was ‘not open for sufficient hours’ (15%), that they

believed they were ineligible (13%), or that children take up their entittement elsewhere (13%);
all figures cited correspond to wave 5. Around one in ten (9%) were too full or felt there was too
much paperwork to do.
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Figure 5.8 Providers’reasons for not signing up to 30 hours

2196% W5
12%

14% = W3

Do not currently have children in my care at funding age

1

19% EW1
Don't think it would be commercially viable 36%
37%
15%
Not open for sufficient hours 11%
8%
13%
I don’t believe | am eligible for this scheme ' 9%
6%

13%
Children take their entitlement elsewhere 23%

19%

i

9%
Currently full 15%

15%

9%
Too much paperwork to do 20%

13%

'

Base: Providers not offering 30h W1 (205) W3 (142) W5 (178), S10
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6 Ongoing use of childcare services

6.1 This chapter examines parents’ and providers’ experiences of using the childcare senvice. It
begins by detailing parents’ use of their online accounts including their experiences of logging in
and reconfirming their eligibility. It looks specifically at the use of Tax-Free Childcare accounts
by both parents and providers, in particular at experiences of making and reconciling payments.
The final part of the chapter focuses on 30 hours free childcare and experiences of providers
verifying eligibility codes.

Using the online accounts

6.2 Nearly all parents (96%) at Wawe 5 had logged back into their online account. This proportion
had increased from 83% at Wawe 1.

6.3 The most common reasons parents gave for not logging back in was that they either did not
need to or did not know that they should (these reasons accounted for 69% of those who did not
log back in). A fifth (18%) said they did not receive a reminder to log back in and smaller
proportions said they had issues with logging in or decided not to use the senice after all (7%
and 5% respectively).

6.4 At the beginning of the senice, various technical issues caused problems for parents when they
tried to re-access their account although these were largely resolved by Wave 5. The proportion
of parents who experienced any technical issue the last time they logged on gradually
decreased from 28% at Wave 2 (when the question was first asked) to just 7% at Wawve 5. The
different types of technical problems they experienced at each wave are shown in Figure 6.1.

Figure 6.1 Technical issues experienced by parents

m\W2 =W3 w4 m\W5
8%

) W

4%4%
3% 3%
006206 2% 2%2%2% 2%
I I 1% ﬂxl% x %’L%l% 1% 1% 1%4%41% 1%1%1%
[ .
Issues with  Couldn't Website was Errors with  Password Payment Website Session Error
reconfirming  access down / account issues issues hard to expiry / message
eligibility account  unavailable information navigate being logged
out

Base: all who logged back in W2 (1,740), W3 (1327), W4 (1147), W5 (967) *mentioned by less than 1%
Where a data point is zero percent the label has not been shown

Difficultieslogging backinto the online account

6.5 Parents’ perception of the ease of logging back into their accountimproved over time (Figure
6.2). At the first wave of the survey a third of parents (32%) said they had difficulties and 13%
said the process was ‘very difficult’. This proportion gradually decreased and at wave 5, 13% in
total found it difficult with only 3% saying it was very difficult.
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Figure 6.2 Ease of logging back into online account for parents

W5 Total difficult  Total easy
W4

11% 40% 28%
W3
10% 40% 27% 49
W2
W1

m Very difficult Fairly difficult = Neither easy nor difficult
= Fairly easy mVery easy ® Don't know/not applicable

Base: All parents W1 (4,752), W2 (1,886), W3 (1,464), W4 (1,236), W5 (1,020)

6.6

6.7

6.8

The main reasons that parents had difficulty with the log-in process remained fairly consistent
throughout the five waves and focused on the log-in information required being overly
complicated and trouble finding the log-in page. The four most commonly stated reasons at
Wawe 5 were as follows:

* Log-in details required are too complicated
» Too many steps or security questions

* Log-in page is hard to find

o Problems with the website

Reconfirming eligibility

In order to continue receiving both TFC and 30 hours, parents’ are required to reconfirm that
they still meet the eligibility criteria every three months.

By wave 5 nearly all parents who were required to do so® (98%) had used their online account
to reconfirm their eligibility. The proportion was lower at wave 1 at 83% but had remained above
or equal to 93% since wave 2 (94% at wave 2, 93% at wave 3, 98% at wave 4 had reconfirmed
their eligibility).

9 ‘Relevant parents’ refers to those w ho had logged back into their account and applied forthe childcare service
over three months prior to completing the survey, who w ere therefore required to reconfirm their eligibility for the
childcare service.
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6.9 Parents are sent a reminder by the childcare senice prompting them to reconfirm their eligibility
as they approach their reconfirmation date. At wawe 1, there was some evidence of problems
with these reminders reaching parents as only 64% recalled recehMing a reminder. This rose to
88% at wave 2, and over 96% in all subsequent waves (96% at wave 3 and 97% at waves 4
and 5).

6.10 Early on, around a fifth of parents found it difficult to reconfirm their eligibility however these
difficulties were largely resolved by wave 3 and the proportion who reported difficulties
continued to decrease at waves 4 and 5. At wave 5, fewer than one in ten parents reported any
difficulty with reconfirming their eligibility (8%). This change in perceived ease of reconfirming
eligibility over time is illustrated below in Figure 6.3.

Figure 6.3 Ease ofreconfirming eligibility for parents

5 Total difficult  Total easy

W
1 28% 51% 8%
W4
W3
l 30% 44% 9%
w2
8% 29% 32% 8%
W1
7% 26% 25% 24%

m Very difficult Fairly difficult
= Neither easy nor difficult = Fairly easy
m\ery easy m Don't know/not applicable

Base: All parents W1 (4,752), W2 (1,886), W3 (1,464), W4 (1,236), W5 (1,020)
Data labels not shown for data points less than 5%
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Increased confidence among established customers

6.11 There was evidence to suggest that increased use of the senice led to customers becoming
more comfortable with using their online account. Across wawves 3 to 5, more established
customers were significantly more likely to find the process of both logging back in and
reconfirming their eligibility easy, compared to newer customers.

6.12 For example, at wave 5, customers who had been using the senice for over three months were
slightly more likely to find the process of logging back into their account easy, compared to
newer customers (79% cf 70%). This was also seen at wave 3 (58% cf69%). Similarly,
customers who had used the senice for over three months were also more likely to say that
they found the process of reconfirming their eligibility easy compared to newer customers (85%
cf64%). This was also the case at waves 4 and 3 (81% cf66% at wave 4, and 78% cf57%
wave 3). The difference was not apparent at earlier waves, suggesting that it may only be after
a relatively long period that these processes become easy.

Using Tax-Free Childcare

6.13 The TFC senice demands slightly more engagement from parents with the online account
compared to the 30 hours senice, as it is the mechanism for paying money in and making
payments to providers. At wave 5, between a half and two thirds of customers had ‘checked
their account balance’ (60%), ‘paid money into their account’ (56%), ‘paid money to a provider
using their account’ (63%) and ‘selected or changed their childcare provider’ (51%).

6.14 As Figure 6.4 shows, the proportion of parents using their account for each of these purposes
approximately doubled between wave 3 and wave 5. Only 30% of customers for example had
used their online account to check their account balance at wave 3 compared to 60% at wave 5.

Figure 6.4 Percentage of parents who have applied for TFC and logged back in

% of parents who have applied for TFC and logged back in...

Selected or changed
childcare provider*

51% mW1

Checked account balance mw2
60%( W3

Paid money into account =wa
56%\ W5

Paid money to provider via
account

53%
AN

Base: All who applied for TFC and logged back in W1 (2,888), W2 (1,271), W3 (1093), W4 (907); W5 (746),
* Wording changed from ‘Added or changed a childcare provider’ at W1
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6.15 Although parents’ engagement with their TFC accounts had increased significantly, a
considerable number of parents who had signed up for an account and logged back in were still
not using them for the reasons detailed above. At wave 5 a third (34%) had ‘not used their
account to make a payment to a provider’, 38% had not ‘checked their account balance’ and
43% had not ‘paid money into their account’.

6.16 The survey asked parents in an open text question why they had not made a payment. Figure
6.5 shows the full range of reasons given at Wave 5 and their relative frequency at previous
waves.

Figure 6.5 Reasons that parents had not made a TFC payment

W5 W4 W3 W2 w1

Decided not to use TFC after all § 19% 20% 25% 22% 29%

Going to use 30 hours free childcare instead | 12% 9% 8% 8% N/A

: Payment date hasn't come around yet 7% 4% 6% 6% 8%
g

2 Set up my account in advance & not

g

> planning to use it for a while 6% 5% 4% % 6%
Q
©

2  Chosen provider is not set up to receive TFC | 5% 5% 9% 5% 4%
E

5 Use childcare vouchers 4% N/A 6% 4% N/A
5

";’ Could not work out how to make a payment | 4% 3% 5% 7% 5%

§ Didn't know | had to / didn'tknow | could | 3% 3% N/A 3% 4%

| haven't selected a provideryet | 1% 3% 2% 3% 2%

Tried to make a payment but wasn't ableto | 0% 1% 1% 1% 1%

Other | 12% 20% 17% 13% 12%

Don’t know | 32% 32% 22% 25% 33%

Base: Parents who applied for TFC and had not made a payment W1 (1,950); W2 (486); W3 (367); W4 (285); W5 (216)

6.17 The most common reason that parents cited for not making a payment throughout all five waves
was that they had ‘decided not to use the senice’ (19% of those who had not made a payment
at wave 5). One in eight parents (12% at wave 5) had ‘decided to use 30hrs free childcare
instead’ and an additional 4% had ‘decided to use childcare vouchers’. Parents who said they
had decided not to use TFC were asked a follow up question and again the majority (84% at
wave 5) said that they had decided to use 30 hours instead.
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6.18 Some parents had not made a payment yet but were still planning on using the senice (at wave
5, 7% said their payment date hadn’t come round yet and 6% said they had set up their account
in advance). Others were not able to make a payment because their ‘provider was not set up to
receive TFC’ and this remained a minor reason throughout the five waves of surveys (the
proportion of parents who gave this as a reason ranged from 4% to 9%). A smaller proportion
could not work out how to make a payment (4% at wave 5).

Making payments to providers

6.19 By wawe 5, the process of making payments to childcare providers had become easier for both
parents and providers compared to the early days of the senice although some issues still
remained. As shown in Figure 6.6, there was an increase of 12 percentage points in the
proportion of parents who found the process of making payments ‘easy’ to some extent from
wawve 1towave 5 (81% of parents found it easy to make a payment at wave 5 compared with
69% at wave 1).

Figure 6.6 Parents experience of making TFC payments to providers

W1 W2 W3 W4 W5

Total Easy | 69% 75%n 75% 84% 81%

Neither/ 439/ 7% 8% 7% 8%
Don’t Know

Totat pificutt [ 18% [ 14% Y 13% || 7% Y| 8%

Base: All who have made TFC payment: W1 (1,354), W2 (785), W3 (726),
W4 (622), W5 (530)

6.20 Of those who experienced difficulties with making payments at wave 5, the main problems
mentioned were:

Payments going through late

Issues with the website

A perceived lack of clear information or guidance about the payment process
Difficulty finding or working out their balance

Issues with setting up direct debit or standing order

6.21 Perceived problems with payments going through late appeared to be partly driven by
misunderstandings around how long it took for payments to be transferred to providers.
Typically, payments take around three working days to appear in provider accounts. Howeer,
at wave 5, of those who said that had experienced payments going through late, a third (34%)
felt that payments would be received immediately or within one working day. This compares to
24% at wave 4 who held the same view and appeared to be driven by misperceptions among
newer customers (36% of newer customers at wave 5 expected payments to be made
immediately or within one day compared to 22% of older customers). At both waves 5 and 4,
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nearly afifth of all parents felt that the length of time taken for their payment to reach their
provider was not acceptable (17% at wave 5 and 19% at wave 4).

6.22 At wawve 5, four-fifths (79%) of providers stated they had received a TFC payment. This had
increased from 58% at wave 3.

Providers were asked if they had experienced any problems with receiving payments. At each
wave around one in five providers said that they had experienced issues (18% at wave 5).

6.23 The problems experienced by providers in receiving payments are shown Figure 6.7. This
shows that providers who had difficulties most commonly had trouble ‘receiving payments on
time’ (perhaps in part reflecting parent misunderstandings about how long payments took to
arrive in provider accounts) (56% at wave 5). Nearly a third (28%) mentioned ‘issues reconciling
payments’ and a fifth (21%) said that ‘parents were not able to select them in their account’.

Figure 6.7 Problems experienced by providers when reconciling payments

Did not receive payment on time 56%
Issues with reconciling payments

Parents could not select me in the account

Parents made payment before passing on reference
Received lower payment than expected

General lack of information about payments

Technical issues on the parents side

| encountered other problems

Base: Providers who had issues with TFC payments W5 (128)

6.24 All providers were asked specifically how easy or difficult they found the process of reconciling
payments for individual children. One in six providers at wave 5 (14%) stated that they found
this process difficult to some extent, and this figure decreased only slightly between wave 1 and
wawve 5 (19% found reconciling payments difficult at wave 1 and 20% at wave 3).
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Figure 6.8 Providers experienceofreconciling TFC payments for individual children

w1 W3 W5

Total Easy | 54% 58% 66% x

Neither / Don’t Know 26% 23% 20%

Total Difficult 19% 20% 14% )

Base: Providers that have received TFC payments W1 (357) W3
(439) W5 (568)

Using 30 hours free childcare

6.25 Parents generally experienced few problems with accessing 30 hours from the start. As shown
in Figure 6.9, at wave 5, nine in ten parents who applied for the senice received an eligibility
code (91%). Similarly, high proportions took their eligibility code to their childcare provider
(88%) and over three quarters had started receiving the free childcare provision (78%). At wave
5 the proportion of parents receiving the 30 hours eligibility code had fallen to 91%; this
decrease is statistically significant compared with the 94% at wave 1. The drop in the proportion
of parents who were already receiving 30 hours between wave 4 and wave 5 probably reflects
the time of year (with wave 5 conducted in November/December just before the start of a new
term).

Figure 6.9 Parents use of 30 hours free childcare

94%

. 94% =Wl
Received 30hrs 96% W2
ivihili [ ]

eligibility code 94%
91% W3
W4
91%
Taken 30hrs 92% W5
eligibility code to a 92%
provider 93%
88%
85%
Started using 84%
30hrs free 83%
childcare 90%
78%
Base: All who applied for 30 hours W1 (3,807), W2 (1,294),
W3 (885), W4 (837), W5 (682)
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6.26 Nearly three-quarters of providers at wave 5 (73%) had gone through the process of checking
eligibility codes in the last three months and only 8% said that they had turned down any
applications from eligible parents over the last three months.

6.27 A minority had found the process of verifying eligibility codes difficult to some extent but this
proportion had significantly decreased over time. As shown Figure 6.10, three-quarters of
providers (74%) said this process was to some extent easy at wave 5 while one in ten (9%)
found it difficult. The proportion who had found it difficult to some degree more than halved
between wave 1 and wave 5 (falling from 22% in wave 1 to 9% in wave 5).

Figure 6.10 Providers experienceof checking eligibility codes

Total Neither/  Total
Difficult Don’t Know Easy

w1 22% 16% 62%

w3 | 19% 14% 67%

ws | 9% M| 17% | [ 74% ](

Base: Providers that verified codes W1 (579), W3 (406), W5 (349)

6.28 Providers that found the process difficult had experienced a range of problems but most
frequently they were concerned with the length of time the process took and that eligibility codes

were not accepted.
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7 Contactwith HMRC

7.1 This chapter focuses on the experience of using the childcare senice helpline from the
perspective of both parents and providers. It looks at the proportion of parents and providers
that contacted the helpline and the proportion of these that had all of their queries fully resolved.
The chapter also explores how many calls parents and providers made to the helpline within the
last three months.

Experience of parents

7.2 The joint childcare senvice is intended to be a fully digital senice that parents can use without
assistance. A helpline is provided but the intention was that this would only be required by a
small proportion of customers. Hence, the researchlooked to track levels of use of the helpline.

7.3 Asillustrated in Figure 7.1, one in five parents who had recently joined the senice at wave 5
(20%) had contacted the childcare senvice helpline, a proportion that remained consistent with
wawve 4. The main change over time was at wave 3 when 22% of new parents had contacted the
helpline, compared to 33% in wave 2.

7.4 Atwawe 5, parents who had a main language other than English were more likely to have
accessed the helpline (35% cf. 24%).

Figure 7.1 New parent applicants’ experience of the childcare service helpline

\\ Parents w1 w2 W3 W4 W5
g contacting the .
helpline 34% 33% 22% N 21% 20%

Base: All Parents W1 (3,807),
All newer applicants W2(873), W3 (784),
W4 (552), W5 (463)

Proportion who w1 W2 W3 W4 W5
0 had all queries
fu"y resolved 40% 53% 51% 65% 54%

Base: Parents who called the helpline W1
(1,835), Newer applicants that have
called in the last 3 months W2 (761), W3
(243), W4 (63), W5 (53)

7.5 Parents contacted the childcare helpline for a variety of reasons, including having a problem
with a payment to their childcare provider for TFC, having a query or needing further
information, or having some sort of technical issue.

7.6 Atwawve 5, around half of parents (54%) that had accessed the helpline in the last three months
reported that they had all of their queries fully resolved, a decrease from 65% in wave 4.
Howewer, small base sizes meant that this difference was not statistically significant.
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7.7 Of all parents (both newer and longer standing customers) at wave 5, a quarter had ever used
the helpline and 10% had used it in the last 3 months (Figure 7.2). Of those who had contacted
the helpline in the last 3 months, around two-fifths (41%) called more than once. This relatively
high level of re-contact is perhaps related to the fact that many parents felt that the issues they
contacted the helpline about were not fully resolved.

Figure 7.2 Parent usage of the helplinein the last 3 months

Not called the helpline 69%
one call [ se%

Called the helpline over 3 Two calls . LE
15%

months ago
Three calls I 8%

Four calls I 4%

Called the helpline within the Fi I
last 3 months 10% I Ive calls ‘ 1%
Between 6 and 10 calls I 8%
More than 10 calls
) 2%
Don’t know I 6% |

Base: Parents who called the helpline in last 3 months W5 (95)

Base: All parents W5 (1,020)

7.8 The majority of parents at wave 5 described their overall experience with the childcare senice
helpline as ‘good’: 79% described the experience as ‘very good’ or ‘fairly good’. Half of parents
(51%) described their experience as ‘very good'.

7.9 As shown in Figure 7.3, with the exception of wave 3, there has been an improvement in overall
experience with the childcare senices helpline across waves among parents. Significant
increases were seen in wave 2 (up from 59% at wave 1 to 66% at wave 2) and wave 4 (up from
64% at wave 3 to 74%).

7.10 Atwave 5, parents who were employed full-time were significantly more likely to report a ‘poor’
experience of using the helpline than those employed part-time (13% cf. 3%). Parents with a
household income of £50,000 or above were also more likely to report a ‘poor’ experience than
those with an income of £20,000 to £49,999 (14% cf. 4%). Across previous waves, parents with
a household income of £50,000 or above have consistently been more likely to report a ‘poor’
experience of the childcare senice helpline.
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Joint Online Childcare Senice Customer Experience Study

Figure 7.3 Parents’rating of childcare service helpline

w5 9% 12% 79%
w4 11% 15% 74%

w2 21% 13%

H Total poor = Neither/Don't know  ® Total good

Base: Parents that called the helpline W1 (1,835), W2 (296), W3 (499), W4 (343), W5 (251)

7.11 Parents were asked the extent to which they agreed or disagreed with a set of statements about
their most recent contact with the childcare senice helpline. Figure 7.4, shows the proportion of
parents that agreed with each statement. At wave 5, around eight in ten parents agreed that the
helpline advisor understood their query (83%), it was easy to understand the information
provided (80%), and the helpline advisor wanted to help with their enquiry (78%).

7.12 There were statistically significantimprovements in agreement at wave 4 compared to wave 3in
regards to the helpline advisor understanding parents’ queries (78% cf. 66%), the ease of
understanding the information provided (74% cf. 61%), the advisor doing what they said they
would do after the call (71% cf. 58%), and being re-contacted as promised (57% cf. 34%).
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Figure 7.4 Experience of parents who called the childcare service helpline

7.13

7.14

7.15

7.16

W1 W2 W3 W4 W5

% agree with statements

The helpline advisor

understood my query 69% 2% 66% 78%‘ 83%

66% 69% 61%} 74%f 80%

65% 73$ 69% 75% 78%

It was easy to understand the info
provided by the advisor

The helpline advisor wanted to help
with my enquiry

The advisor did what they said they
66%

would do after call* | 55% 58% 71%‘ 71%

The information provided by the

helpline advisor was accurate (to N/A 61% 60% 67% 77%
my knowledge)

| was re-contacted as promised N/A 45% 34%} 57%t 64%

Base: Parents who called the helpline W1 (1,835); Newer applicants who called in the last
three months W2 (296), W3 (246); W4 (148), W5 (91), exc. N/As

Experience of providers

Providers were also asked about their use of the childcare senices helpline. At wave 5, one in
six (16%) had contacted the helpline in the last 3 months. This was significantly more than at
wave 3 (11%).

Providers who had received a payment(s) were more likely to have contacted the helpline
compared with providers who had not or were unsure (18% cf. 7% in wave 5). Providers that
had accessed the online guidance for TFC and 30 hours were also more likely to have
contacted the helpline, 40% compared to 11% and 34% compared to 12% respectively. These
significant differences were also apparent in previous waves.

Providers had contacted the childcare helpline for a variety of different reasons, including, to
find out more information on behalf of a parent, because of issues encountered during the sign-
up process for TFC, to find out more about the TFC sign-up process, and because there were
issues with TFC payments.

At wave 5 around three-fifths of providers (62%) who had contacted the helpline had all their
queries fully resolved, significantly more than at wave 3 and wave 1 (both recorded 49%).
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Figure 7.5 Providers’ experience of the childcare service helpline

\\ Providers Wi w3 W5
‘ contacting the

e 18% | | 11% ) 16%?

Base: All providers W1 (985), W3
(742); W5 (737)

Proportion who Wi W3 W5
0 had all queries
fully resolved 49% 49% 62%

Base: All providers that called the
childcare helpline in the last 3 months W1
(180), W3 (108), W5 (117)

7.17 As shown in Figure 7.6, of the 16% of providers that had contacted the childcare senices
helpline in the last three months, 45% had called more than once, a similar proportionto
parents (41%).

Figure 7.6 Providers’usage of the childcare service helpline

Not called the helpline in One call _ 40%

0,
the last 3 months 83% Two calls - 18%

Three calls I 4%

Called the helpline within > Eourcalls I 4%

the last 3 months 16% I

Five calls I 4%
Between 6 and 10 calls l 7%

Don’t know 0
2% More than 10 calls . 8%

Base: All providers W5 (737
P (737) Base: Providers who called the helpline in last 3 months W5 (117)
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7.18 The majority of providers at wave 5 described their overall experience with the childcare senice
helpline as ‘good’: 81% described the experience as ‘very good’ or ‘fairly good’. Half of
providers (51%) described their experience as ‘very good'.

7.19 As can be seenin Figure 7.7, satisfaction with the childcare senice helpline increased
significantly at wave 5 from the 61% stating that their experience was good in waves 1 and 3.

7.20 Childminders and nannies were significantly more likely to say their experience was ‘good’
compared with providers in a group setting, 89% and 68% respectively for wave 5. This
significant difference was also obsened at wave 1 (69% cf. 54%). The same pattern was seen
at wave 3, howewer, due to the low base sizes the difference was not significant.

Figure 7.7 Providers’rating of the childcare service helpline

W5 5% 81%

W3

w1

® Total poor = Neither/Don't know  ® Total good

Base: Providers who called the helpline W1 (180), W3 (called in last 3 months) (108), W5 (called in last 3 months) (117), exc. N/As

7.21 Providers were asked the extent towhich they agreed or disagreed with the same set of
statements asked of parents about their most recent contact with the childcare senice helpline.
Figure 7.8, shows the proportion of providers that agreed with each statement. Wave 5 saw a
significant increase in the proportion of providers that agreed with all statements with the
exception of re-contact. While the proportion of those agreeing that they were re-contacted as
promised increased from 41% at wave 3 to 61% at wave 5, this was not significant due to the
low base sizes.

7.22 For all other statements, the proportion of providers agreeing significantly increased by at least
14 percentage points between wave 3 and wave 5. The largest increase was for those agreeing
that the advisor did what they said they would do after the call (up by 19 percentage points
compared to wave 3). At least three-quarters (75%) agreed with each statement. Providers
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were most positive with regards to the helpline advisor understanding their query (82%) and the
ease of understanding the information provided (78%).

Figure 7.8 Experience of providers who called the childcare service helpline

W1 W3 W5
% agree with statements

The helpline advisor [ 0 h ( (
understood my query | 69% I 68% | 82%
It was easy to understand the 66% 64% 78% R
info provided by the advisor
The helpline advisor wanted to 0 0 0 F
help with my enquiry 65% 62% 76%
The advisor did what they said 0
they would do after call* 56% 56% 75%

The information provided by
the helpline advisor was N/A 57% 75%‘
accurate (to my knowledge)

| was re-contactgd ai N/A 41% 61%
promised

Base: Providers who called the helpline W1 (180), W3 (called in last 3 months)
(108), W5 (called in last 3 months) (117), exc. N/As
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8 Impact of childcare services on family employment

8.1 This chapter focuses on the perceived impact of TFC and 30 hours on family employment from
the perspective of parents. It explores the impact TFC had on the parent and their partner’s job,
and the extent to which their mowve into work / change in working hours was made possible by
the scheme. The chapter then covers the impact of 30 hours free childcare on the participant
and their partner's employment.

8.2 As shown in Figure 8.1, the majority of parents that were actively using TFC (i.e. who had made
at least one payment to a provider) felt it had had some form of impact on their family’s
employment; only a quarter felt that it had no impact and this proportion was similar across
wawves 3to 5 (26%, 31% and 27% at wave 3, 4 and 5 respectively).

8.3 Around athird of parents (32% at wave 5) stated that the scheme had allowed them or their
partner to maintain the number of hours they work, and the same proportion that it had allowed
them or their partner to stay in work. A quarter of parents at wave 5 (25%) said they are working
more hours per week since receiving TFC, significantly higher than in wave 4. Parents at wave
5 were also significantly more likely compared to wave 4 to state that the scheme had allowed
them to work on more days per week (11% cf. 7% at wawve 4).

Figure 8.1 Perceived impact of TFC on familyemployment

o - E—
Ql Keep working same number of hours 36% = \Wave 3
25%
stay inwork | et 319, = Wave 4
Working more hours per week 16%

9%
Work on more days per week .7%

Change the shifts | work to fit better with looking after N 12%
children 11%

Find a job that pays more .563/?)/0

Find a job | find more interesting B8 5%
Work on fewer days per week
Work fewer hours per week Bl 3%
Other 3%

Has had no impact IS 31%

Base: Parents who applied for TFC and made payment W3 (726), W4 (622), W5 (530)
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8.4

8.5

8.6

8.7

8.8

Parents that reported TFC had impacted their own employment in some way at wave 5 were
subsequently asked the extent to which their mowe into work / change in working hours was
made possible by receiving TFC.

As illustrated in Figure 8.2, three-fifths of parents (59%) believed the change in their
employment was made possible by receiving TFC, with 22% saying it impacted ‘to a great
extent’. Howewer, around a third of parents (35%) did not associate their change in employment
with the receipt of TFC.

Parents whose main language was not English were significantly more likely to feel the scheme
had impacted on their change in employment (76% cf. 58%). Conversely, parents with English
as their main language or those who were bilingual were significantly more likely to state that
the scheme had not had an impact (37% cf. 15%).

Parents that reported TFC had impacted their partner's employmentin some way at wave 5
were asked the extentto which their partner's move into work / change in working hours was
made possible by receiving TFC. Participating parents reported similar results to the impact on
their own employment; 62% believed the change in their partner's employment was made
possible by receiving TFC. A slightly higher proportion said it had impacted their partner’s
employment ‘to a great extent’ (27%) compared to the impact on their own employment.

Parents employed full-time were significantly more likely than those employed part-time to feel
TFC had impacted on their partner's employment (71% cf. 45%).

Figure 8.2 Impact of TFC on change in employment

|
li \
62%
A
r 1
Your

ETo a great extent To a fair extent  ® It had nothing to do with Tax-Free Childcare Don't know

Base: All on TFC and moved into employment or experienced a change in working hours, themselves
(342) or their partner (198)

8.9 A notable significant difference identified was by gender. As shown in Figure 8.3, male parents

were significantly more likely than female parents to feel the scheme had impacted on their
partner's change in employment at all (79% cf. 49%), and ‘to a great extent’ (35% cf. 22%).
Similarly, female parents were more likely than male parents to feel the scheme had not
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impacted their partner's employment (37% cf. 18%), indicating that the scheme has had a
greater impact on the employment of women.

Figure 8.3 Impact of TFC on change in partner’s employment split by gender

A
I 1

49%

Il

= To a great extent To a fair extent  m |t had nothing to do with Tax-Free Childcare = Don't know

Base: All on TFC and their partner moved into employment or experienced a change in working hours. Male (82), Female (112)
Data label not shown where data point is less than 5%

8.10 Parents were also asked about the impact 30 hours free childcare had on their job and their
partner’s job. Around a third of parents in wave 5 reported that the scheme had resulted in them
or their partner being able to stay in work (33%), work more hours per week (32%) and keep
working the same number of hours (31%). Only a fifth (21%) stated the 30 hours has had no
impact on their family’s employment. There were no significant differences between waves.

Figure 8.4 Perceived impact of 30 hours on family employment

31%
Keep working same number of hours _30% = Wave 3

31%
29% uWave 4
Working more hours per week _ 31%
32% Wave 5
Stay in work 30%
33%
Change the shifts | work to fit better with looking after children 17%
20%
Work on more days per week 14%
15%
) . 4%
Find a job that pays more 4%
5%
) ) ) ) ) 3%
Find a job I find more interesting 4%

Work on fewer days per week § 1%

l 2%
Work fewer hours per week 2%

4%
Other 2%
1%
No impact 18%

Base: All who applied for 30 hours and who are currently using: W3 (503), W4 (724), W5 (493)

@l IFF Research

OFFICIAL-SENSITIVE



9.1

9.2

9.3

9.4

9.5

9.6

9.7

9.8

9.9

9.10

Conclusions

This section highlights the main conclusions from the customer experience tracking research
conducted since the rollout of the online childcare senices TFC and 30 hours free childcare.

The rollout of new senvices often face teething issues, particularly digital senices, which are
more susceptible to technical glitches. The childcare senices were no exception. However, the
work done to resolve early difficulties was rewarded with ratings from both parents and
providers improving over time and settling at consistently high lewels.

Parents

By wave 5 (2 years after the programme of customer experience research began), most
parents were having a good experience of the joint childcare service. Overall satisfaction
with the joint childcare senices steadily increased over time; from wave 3 onwards more than
eight in ten described their experience as ‘very good’ or ‘fairly good’ (81% in wave 3 and 86% in
wawe 5).

Early difficulties with the joint application process across both schemes had largely
been ironed out. At wawe 1, one in five parents were dissatisfied with the application process
but this proportion had decreased over time to less than one in ten at wave 5.

Similarly, difficulties with logging back into accounts had largely been resolved.
Familiarity with the process and system over time has been reflected in significantly higher
scores for ease of logging back in and reconfirming eligibility since the study began.

Although initially a cause for concern, the incidence of technical issuesreached alow
level by wave 5. Atwave 2 (when this was first asked about explicitly), over a quarter of
parents stated that they had experienced a technical issue the last time that they logged in but
this proportion fell steadily over time to 7% at wave 5.

By wave 5, the vast majority of parents found the re-confirmation process easy. In the
early stages of the senice, one in five parents were finding this difficult and parents were often
reporting that they did not receive re-confirmation reminders. These issues seemed largely to
have been resolved by wave 5.

Parentswere finding the process of making TFC paymentsto providers easier. While one
in five found this difficult at wave 1, this proportion had halved by wave 5. Sometimes where
parents continued to experience difficulties this was in part linked to misunderstandings around
how quickly payments are made.

Reliance on the helplinein the early stages of joining the service had decreased by wave
5so that a greater proportion of new parents were having a fully digital experience.
Initially a third of parents made contact with the helpline but this reduced to 20% by wawve 5.

Although there were difficulties initially, perceptions of the helpline improved steadily
over time. However, it was still relatively common for callers not to have their query fully
resolved. Even at wawve 5, only just over half of all callers to the helpline stated that their issues
were resolved in full.
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Parents generally felt that both TFC and 30 hours were having a positive impact on the
employment of their household. The majority of parents consistently said that since receiving
TFC there had been a change in employment patterns for their household, with parents
reporting a positive effect on themselves and/or their partner. Most recently, there was a
significant increase in the proportion reporting that they were now working more hours per
week. Around six in ten parents attributed the change in employment patterns for both
themselves and their partner to TFC. As with TFC, only a minority of parents said that the 30
hours scheme had no impact on employment patterns.

There are high levels of advocacy for the scheme. Likelihood to recommend the schemes to
other parents had remained relatively high throughout the period of the research. More than
nine in ten parents stated that they would recommend 30 hours at each wave; for TFC there
was an increase over time (from 81% in wave 1 to 90% in wave 5). This is also evident in the
fact that over time the main source of information for parents about TFC has shifted from being
childcare providers to word of mouth from friends/ family/ other parents.

Providers

Although theirratings were not as high as parents, provider experiences of the joint
childcare service steadilyimproved over time. Less than half reported their experience as
being ‘very good’ or ‘fairly good’ at wave 1 (46%), by wave 5 this figure had increased to 68%.

By wave 5, most found the joint application process easy to some extent. Atwawe 5, 76%
stated that they found the application easy.

Although views on the ease of reconciling payments for individual children steadily
improved over time, a minority still experienced issues. At wave 5, two thirds of providers
stated that they found this process ‘easy’ (an increase from 54% at wave 1) but 14% still stated
that they found this process difficult.

The perceived ease of checking eligibility for 30 hours hasimproved over time. Ofthose
who had been through the process in the last 3 months, 73% stated that it was easy.

At wave 5, only a minority of providers had contacted the helpline over the last 3 months
meaning that a greater proportion were having a fully digital interaction. Atwave 5, 16%
of providers had made contact with the helpline over the last 3 months.

Provider experiences of using the helpline improved considerably over time. By wawe 5,
81% described their experience as being ‘very or fairly good’.

Providers became much more comfortable with understanding how the schemes operate
over time. By wawe 5, they were much more likely toreport that they had a good understanding
of TFC and 30 hours and that they knew enough to answer queries from parents.

A minority viewed the childcare schemes as a business opportunity. At wave 5, around a
quarter of providers believed that TFC was an opportunity to grow their business (and this
proportion remained consistent across waves). However, the proportion considering 30 hours to
be an opportunity to grow was higher at 39% in wave 5 and showed a considerable increase
between wave 3 and wave 5.
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Appendix A: qualitative researchon TFC with parents
eligible for Tax Credits

Separately to the quantitative tracker presented in the earlier chapters of this report, HMRC
commissioned IFF Research to conduct thirty in-depth inteniews with parents who had applied
for TFC through the online childcare senice and, as aresult, had their Tax Credits stopped.

The key questions the research sought to answer were:

¢ How did these parents arrive at having applied for TFC? (recognising that this may not
have been intentional)

e How could the guidance and application process be improved to stop others doing so?

This chapter presents the key findings from that research.

Motivations and understanding

Parents who were motivated to apply for 30 hours were often encouraged to apply for the
scheme by their childcare providers. These providers sent them the relevant information via
leaflets and/ or emails and provided links to websites for them to sign up. Parents reported that
this information contained little/ no reference to TFC.

Parents’ understanding of 30 hours free childcare was high; they were clear on the eligibility
criteria and benefits. By contrast, they had little/ no understanding of TFC. Many could recall
vague references to it from news campaigns or websites but did not realise it was a standalone
option to help with the costs of childcare. Some considered it to be another term for 30 hours
free childcare. Some parents recalled references to TFC and tax credits, but thought this was
irrelevant to them as they were only applying for 30 hours.

With little understanding of TFC, the joint application process for both the 30 hours and TFC
schemes caught out many parents. Most parents who had intended to apply for 30 hours had
no idea how they ended up with a TFC account and many believed they must have made a
mistake, with a minority suggesting that the fault was a ‘glitch’ in the HMRC system.

Parents who intentionally applied for TFC had a reasonable understanding of the central tenet
of the scheme that HMRC would contribute £2 for every £8 that a parent pays into their account
(a tax-free equivalent of 20%). Most, however, thought that TFC would be an additional benefit.
There was no comprehension that there might be a trade-off with any existing benefits; with
some parents, there was the assumption that the government would prevent them from applying
for a scheme that would lead to them being worse off.

A few parents noticed the explanations about tax credits but miscalculated whether they would
be better off. This was sometimes due to fluctuating levels of income, for some, as a result of
being self-employed.
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10.9 There was an issue around the non-disclosure of being in receipt of tax credits on application.
There is no evidence that these individuals were trying to mislead the application process in any
way. Most parents did not understand the eligibility criteria well enough in order to answer in a
strategic way such as to mislead.

10.10 Parents who had a live tax credit account but were not receiving payments did not consider
themselves to be ‘receiving tax credits’ (despite the explanatory note) and hence did not check
the box to say they were receiving tax credits. Reasons for not receiving payments included

appeals, a partner moving out, fluctuations in income and simply awaiting the outcome of a
claim.

10.11 Other parents simply did not recall seeing the screen which asked about their benefits award
because they were ‘skipping through’ either because they felt were they were just testing their
eligibility OR because they had been told to apply for 30 hours and were just ‘going through the
process’.

The online application
10.12 Most parents applied directly from the Childcare Senice website.

10.13 The block of text parents were presented with (see Figure 10.1) felt overwhelming to read and
many parents found themselves skimming through it.

Figure 10.1 Childcare service website

1. How it works

Tax-Free Childcare and 30 hours free childcare are two
separate government schemes, to help parents with the
cost of childcare. You can apply for both through one
online application - the childcare service.

To qualify for either scheme, parents must be working and each earning at
least £120 a week (on average) and not more than £100,000 each a year.

Parents can use Tax-Free Childcare alongside the 15 and 30 hours free
childcare schemes in England, or any free childcare hours provided by the
Scottish, Welsh or Northern Ireland governments.

Parents can't use Tax-Free Childcare at the same time as they receive
childcare vouchers, Universal Credit or tax credits. However, 30 hours free
childcare can be received alongside these schemes.

When you apply, you'll be considered for both these services through the
same application. You'll only be asked to decide which support you want if
you're on tax credits or using a childcare voucher or salary sacrifice
scheme. You should check what help you could get with childcare costs,
using the childcare calculator. This will help you decide which supportis
best for you.

Next >

Tax-Free Childcare
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10.14 Parents most commonly remembered reading the earning requirement, predominantly as this
was the eligibility criteria for 30 hours.

10.15 Some parents remembered reading the line that ‘Parents can’t use Tax-Free Childcare at the
same time as they receive childcare vouchers...’ but didn’t think that it applied to them as they
were not applying for TFC. Others did not read it.

10.16 Most did not remember reading about there being one application for both schemes, while
some did not find this a clear way of explaining that this would be the case.

10.17 When asked to reflect on the language used, parents generally felt that the language was clear.
The issue is that at the time they skipped past it.

10.18 The maijority of parents remembered seeing the page ‘Other childcare support’ (Figure 10.2).

10.19 Where parents selected ‘None of these’ this was because they genuinely felt that they were not
receiving tax credits at the time. However, some of these people had a pending claim or were
appealing a decision. Others had a variable income and were not receiving payments at the
time.

10.20 A couple of parents found the language confusing, particularly around the idea of getting/
expecting to get or appealing, reflecting an uncertainty about how the tax credits process works.

10.21 Where parents were receiving tax credit payments at the time, the majority said that they had
selected ‘tax credits’ and felt that this screen was clear.

Figure 10.2 Other childcare support page

ity GOV.UK The childcare service

m This is anew service-your feedback will help us 1o improve it

Other childcare support

Areyou getting, expecting to get in the next 3 months, or appealing
adecisien on any of these other types of support?

This includes where you're registered, but aren't getting any money
Select all that z2pply

Childeare bursaries or grants

Tax cradits

Universal Cradit

Childcare vouchers
‘ o Moneof these
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10.22 Very few parents recalled seeing the ‘Tax credits’ screen in Figure 10.3.

10.23 Seweral parents were adamant that they had not seen this screen even though they had
selected that they received tax credits.

10.24 A small minority suggested that there should be better information (on this screen) about which
scheme they would most benefit from; however, very few used the calculator to work this out

themselves.

“It would be useful to have someone warn me because | was on autopilot under a false illusion
| was applying for 30 hours. They keep mentioning the word you are looking for so you assume
it’s right”.

Figure 10.3 Tax credits page

& GOV.UK The childcare service

m This i3 a new service - your feadback will help us to improve

Tax credits

You can't get Tax-Free Childcare and tax credits at the same
time. If you continue to apply and you're successful, HM
Revenue and Customs will stop your or your partner's
Working Tax Credit and Child Tax Credit.

If you or your partner are appealing a tax credits decision and the appeal is
successful, your tax credits will be backdated. If you're paid both at the same
time, HM Revenue and Customs will take back the Tax-Free Childcare support
you or your partner got from your tax credits payment

¥ Need help to decide?

By continuing, you authorise HM Revenue and Customs to stop
your or your partner's tax credits award, if this application is
successful, or to take any Tax-Free Childcare support you or your
partner got from your tax credits payment if you were paid both
at the same time.
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10.25 Some parents described seeing the application questions as a check of their eligibility rather
than a final decision. They expected there to be a chance to go back or that they will be
contacted by HMRC before any final decision is made regarding tax credits. It was felt that it
could be made clear by clicking ‘Continue’ (Figure 10.4) marked the end of the application.

10.26 Other parents felt that the ‘back’ button could be clearer, should someone wish to review what
they have entered and/or correct a mistake. It was suggested that that the heading of the page
‘Thank you’ implies finality and should perhaps be reconsidered.

Figure 10.4 The declaration screen

The childcare service

This is a new service - your feedback will help us to improve it
Thank you

Your application will be for both Tax-Free Childcare and 30
hours free childcare.

o If your application for Tax-Free Childcare is successful, your or
your partner's Working Tax Credit and Child Tax Credit will be
stopped automatically. You may not be able to restart your
claim.

Back
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Reconfirmation

10.27 Some parents applied for TFC during the reconfirmation stage for 30 hours. It seems that for
the majority of these parents, their information or circumstances had not changed and they had
simply selected the wrong option. From the screenshots provided (Figure 10.5), it was not clear
where it states which scheme is being applied for.

10.28 Generally parents who triggered a stop to their tax credits at reconfirmation had also triggered
a stop to their tax credits at the point when they initially applied as well. For some, therefore,
this was an error they were alert to. For others, it was an error that HMRC were alert to and
parents received a call a few days after reconfirming.

Figure 10.5 Reconfirmation screens

i GOV.UK The childcare service i GOV.UK The childcare service

This is a new service - your feedback will help us to Improve it. EIZEY thisis anew service - your feedback will help us to improve it
Reconfirm your eligibility Your reconfirmation
summary

To continue to get Tax-Free Childcare or 30 hours free

childcare, you must check and reconfirm your details These are the detalls you gave when you applied or

with us every 3 months. last reconfirmed. Check to make sure you expect
them to be correct for the next 3 months

No clear point
to see which

Before you reconfirm : scheme
Your details .
) applied to
If you live in England and your child is about to start reception class, First name Fred
youwon't be eligible for 30 hours free childcare any more. You can
still use your Tax-Free Childcare account, if you have one. Or you can Lastname Boo
reconfirm your details to apply for Tax-Free Childcare, if you haven't - .
already done that. Use the childcare calculator to check whether this Date of birth 28 Aprit 1581

is the best support for your child.

Natienal Insurance number PB243456C
i 3 Wales Road
If you don't reconfirm Address Cardiff
) ) DG8 9PG

You'll still be able to use your Tax-Free Childcare account, but you

won't get government support paid into it

If you're getting 30 hours free childeare, you'll need to contact your Your contact details and residence

local authority to find out whether you can still use your code. Email fred.boo@email.com
Telephone number 07123456782
UK national, EEA national or UK national

Homepage neither

Getting tax credits reinstated

10.29 A small number of parents realised immediately upon application that they might have made an
error and proactively contacted HMRC; others received a letter from HMRC to say that their tax
credits had stopped. The letter was thought to give limited explanation about the reasons for the
end of their award. Most parents, however, did not realise that anything was wrong until they
missed a payment.

10.30 The experience of getting tax credits reinstated was very mixed. For some parents, the process
was quick and decisive following a call to HMRC where the call handler was immediately aware
of the issue. In contrast, other parents faced a long, drawn-out process which often involved
contacting HMRC multiple times. In some cases their own failure to understand what had gone

wrong may have exacerbated the situation.
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10.31 While most parents had their tax credits reinstated by the time of interview, some had
experienced quite long breaks in payments resulting in financial hardship and additional
borrowing.

10.32 Some parents acceptedthat they had made a mistake and perhaps should have paid more
attention; others felt angry and misled. Parents who had had to wait a relatively long time to
receive back payments were the most likely to feel angry.
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Whether employer or employee, client or collaborator, we are all humans first and
foremost. Recognising this essential humanity is central to how we conduct our
business, and how we lead our lives. We respect and accommodate each individual’'s
way of thinking, working and communicating, mindful of the fact that each has their own
story and means of telling it.

IFF is aresearch-led organisation which believes in letting the evidence do the talking.
We don’t undertake projects with a preconception of what “the answer” is, and we don’t
hide from the truths that research reveals. We are independent, in the research we
conduct, of political flavour or dogma. We are open-minded, imaginative and
intellectually rigorous.

At IFF, we want to make a difference to the clients we work with, and we work with
clients who share our ambition for positive change. We expect all IFF staff to take

personal responsibility for everything they do at work, which should always be the best
they can deliver.
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