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1 Executive summary 

1.1 Aims 

The Flying Start (FS) discovery project aims to understand the underlying needs of end users of 

FS services, FS families, and identify any opportunities to improve the service to better meet their 

needs. A secondary aim is to understand how FS teams deliver the service, the challenges they 

face and what the impact of the FS app has been, where it is available. 

The result of this work is a set of recommendations that can be used to inform the decision about 

whether a ‘tech solution’ could help both families in receipt of FS services, and the FS teams 

themselves. We also want to evaluate the specific benefits of the FS mobile app so that, if it is 

offered more widely across Wales, a product roadmap can be developed that meets the real needs 

of families and supports FS staff members. 

1.2 Background 

Carmarthenshire launched the FS app in April 2020. The initial intention was to have a 

communications solution to improve ease of engagement with FS families whilst reducing the cost 

and human resource needed for the manual communications process. However, the Pandemic 

changed the way the app was used, and based on some FS family feedback, the app functionality 

was developed further to enable FS families to access important resources, attend online events, 

etc. 

The FS app was developed as a 'white label' version of mySchoolApp. Using established base 

architecture enabled a faster and more economical solution for Carmarthenshire. We know that 

some user feedback was sought during the development and improvement of the mySchoolApp, 

but we don’t know how rigorous this feedback was. 

The app has been well received by FS families in Carmarthenshire, and as at 31/12/21, 87% of 

their FS families were using the app. Other Local Authorities (LAs) in Wales are aware of the FS 

app and some have expressed an interest in using it as part of their FS service as well. 

1.3 Discovery approach 

Our proposal was to take a step back from the FS app itself and try to understand the experience 

of families receiving support from FS as well as understanding the experience of FS staff members 

delivering the service.  

The aim was to gain a deeper understanding of people’s lives, goals, pain-points and needs. If a 

mobile app is the best way to support families, then we expected this would show up in the 

findings.  

We engaged with five LAs across Wales that had a regional variation and asked them to be 

involved in the discovery project to help us gain insight about the FS services, the FS teams and to 

help us engage with FS families. 

Our approach was to conduct: 

● Four focus groups with FS management/performance teams across four LAs 

(Carmarthenshire, Swansea, Denbighshire and Anglesey) 

● Two focus groups with FS frontline workers in two LAs (Carmarthenshire and Denbighshire) 

● Interviews with five FS families in Carmarthenshire 

● A survey of FS app users and non-users in Carmarthenshire to reach the wider end user 

base. 



  
  

The initial plan was to also conduct focus groups with FS frontline workers in the two other LAs 

(Swansea and Anglesey), interview FS families in the three other LAs (Swansea, Denbighshire and 

Anglesey) and interview FS families in Carmarthenshire that were non-app users, but this had to 

be put on hold after a request from Welsh Government to temporarily pause the project while early 

years commitments from the Programme for Government are being delivered.  

This changed the scope of the discovery project quite considerably. Instead of collecting the needs 

and experiences of FS families from different LAs across Wales, as intended, we only had scope to 

engage with FS families in Carmarthenshire. The majority of Carmarthenshire FS families we 

engaged with (92%) already had experience of the FS app, so we were unable to get the input 

from unbiased FS families that would be crucial for more balanced user research. 

It is our hope that we can resume this discovery work at some point so that we are able to get the 

required insight from non-app using FS families to understand their needs and explore whether a 

mobile app could help support those needs.   

We were also able to speak with a policy officer from Children in Wales who had conducted 

research with families and their support needs and were able to gain those insights at a high level. 

These have been included in this report (see section 2.4). 

1.4 Summary of main findings 

Overall, the feedback on the FS service is very positive. FS families find the service easy to use 
and valuable. Having a FS app has some clear benefits that would be lost with a different 
technology solution, namely push notifications and a private space for families to share children’s 
photos.  

Most families we engaged with for this study were comfortable with technology, but not all. Some 
problems seem to occur when families first encounter the app. This should be addressed by re-
visiting the onboarding user journey as well as the messaging for the app.  

FS staff in Carmarthenshire have found the FS app to be invaluable in supporting families better 
and reaching more families. There are improvements that they want to make which would be 
beneficial for families, but they also want to improve the administration and management of the 
app, as this requires a lot of FS team time and resource. 

Other LAs are interested in having a FS mobile app and felt that it would help to improve the 
quality and reach of the FS service. However, they are concerned about how it will be managed 
and would need support. 

2 User research 

2.1 Interviews with FS families using the app 

We conducted Interviews with five FS families in Carmarthenshire currently using the FS app.  

Questions covered the following topics: 

● How did you find out about FS? 

● Which FS services have you used? How can these be better? 

● How do you access support and help from your local authority? 

○ Using technology, smartphones etc 

○ Other ways such as in person, over the phone 

● What are the barriers to getting the help you need to raise your family? 

● How do you look up information when you have a specific problem? 

● Is there another organisation or person outside of the local authority that you turn to when 

you need help? What has your experience been like here? 

● How confident are you when it comes to using technology? 



  
  

2.2 Interviews with FS teams 

We conducted interviews with FS teams from Carmarthenshire, Swansea, Denbighshire and 
Anglesey, with seven interviews done in total. The questions depended on whether the FS team 
had the app or not, but generally focused on the following topic areas: 

● What are the challenges when communicating with FS families to provide support? 

● What is the day-to-day workload like? How has having an FS app changed this? 

● If you could start the FS programme all over again, what do you think you would do 

differently? 

● How do you think you will tackle the hardest to reach families? Why? 

● Are there any other ways you still communicate with families? If so, why? 

● What are the different systems being used to deliver the FS service? 

● What face to face interactions still exist? 

● What are the things the app does well and the things it doesn’t? 

● What are the challenges for FS staff moving forward? 

● If you were able to build any one additional feature in the app no matter what the cost, what 

would it be and why? 

2.3 FS mobile app user survey 

In order to reach a wider group of app users and non-app users, we also conducted a survey to 

supplement the interviews with FS families.  

The survey was sent to a large number of families in Carmarthenshire, via the app to target app 

users and via email to reach non-app users. Families had the opportunity to complete the survey in 

either English or Welsh. 

2.4 Discussion with Children in Wales 

We met with a policy officer from Children in Wales, who had already conducted research with 

families on how they wanted to be supported and what they need. The feedback we received is 

included here: 

We have heard directly from parents on what they need and how they can be best supported - a 

value-led, relational and supportive approach that recognises their expertise and experience. 

Information needs to be clear, free from jargon and accessible in a variety of formats. Involvement, 

as early as possible in the process, is required to make sure that parents are really listened to and 

provided with effective feedback. 

Parents want to feel connected and valued and offered support when needed. A local level 

approach was favoured, but there is keen interest to move beyond that and to get involved and 

‘have a say’ on a national level. 

● “The more voices, the better provision for all” (Parent survey) 

● “We see it, we live it” (Focus Group response) 

● “Treat parents as experts by experience and use their expertise” (Parent survey) 

3 Findings 

3.1 Findings from FS family interviews 

We conducted five semi-structured interviews with FS families in Carmarthenshire, in which 

questions were asked to uncover their experience of the FS service, the app and any unmet needs 

(see 2.1). 



  
  

We analysed the notes from the interviews with FS families and split them into thematic groups, 

based on their common themes. These themes and their frequency are in the table below.  

There were several ideas for possible enhancements to the FS app. These have been analysed 

and added to the table in section 4.  

 

Theme Count of Theme 

More could be done to improve FS services and the FS app 12 

App users are sticking with the app 10 

Accessing FS services and using the FS app is easy 9 

There are many user benefits to using the FS app 8 

Awareness of the FS services/FS app is not a given 7 

Technology is rarely a challenge 7 

FS contact is often via phone 5 

The introduction to FS service/FS app is not always clear 5 

Users were introduced to the FS app by healthcare staff 5 

Users of the FS app usually have specific features that they 

use often 

5 

Home internet connectivity can be unreliable 4 

Users with low tech literacy have a worse user experience 4 

Most users are confident using apps 3 

 

The main themes emerging from the data are outlined in the sections below. Any new service 

requirements are addressed in section 4. 

3.1.1 Many benefits to having an FS app 

The families that were interviewed had been using FS services from between one year to 10 years. 

They were all using the FS app and had broadly had a good experience with it. 

Specific feedback on features that motivated families to use the app were: 

● Liking the videos 

● Accessing the courses and events in the calendar  



  
  

● Wanting to see the available groups and activities 

● Enjoying Come and Cook 

 

Users also fed back that they owned multiple devices and had broadband connectivity, so 

appeared to be used to technology. A few cited that they were more comfortable with mobile apps. 

This could be due to the nature of apps needing to be simple for use on a small screen and so tend 

to have better usability. 

3.1.2 The app user experience is good, but service design can be improved 

Most users cited that they did find the FS app easy to use, however, there were some challenges 

that users faced at first. Some users stated that they were not so comfortable with learning how to 

use technology and so need better support to get them started.  

For a mobile app this can be addressed by revisiting the onboarding user journey and by improving 

the messaging from the app. Introductory information and/or a tour on first download is usually very 

helpful. 

All five people interviewed highlighted that they mostly interacted with FS staff over the phone and 

via SMS. Direct contact channels could be improved if this could be facilitated via the FS app. 

3.2 Findings from FS staff interviews 

We analysed the notes from the interviews with FS staff and split into thematic groups, based on 

their common themes. These themes and their frequency are in the table below.   

Much of the detailed feedback came from the two interviews with the Carmarthenshire FS team. 

Many of the themes around technology was feedback from Carmarthenshire only, which is to be 

expected as they were the only LA with the FS app. They also had the highest number of new 

service requirements. 

Theme Count of Theme 

Suggestion for service improvement 21 

The benefits that tech solutions can offer to FS teams 11 

The complexity of engaging with hard-to-reach families 11 

The benefits of online support for FS families 9 

Need to consider how the technology is managed by FS teams 9 

Plan for how different services might be merged or 

complement each other 

7 

Reporting functionality should be built into the app 6 

How to tackle resistance to technology 6 

There is desire for a FS mobile app 5 



  
  

It's still important to facilitate in person contact 3 

Language barriers need to be addressed 3 

Privacy and safeguarding are hugely important 3 

Need to enable feedback and data via the app  2 

The main themes emerging from the data are outlined in the sections below. New service 

requirements are addressed in section 4. 

3.2.1 Desire for a mobile app 

The desire for a mobile app for FS was present across all LAs. It was seen as the direction of 

travel that had been accelerated by Covid-19 and even though face to face events and meetings 

were valued, staff valued the flexibility that using technology gave them and felt that it was possible 

to reach more families as a result.  

The interviews also highlighted that there are several apps already available for parents and the 

feedback from staff was that many families were already comfortable and indeed used to using 

apps as part of their parenting. 

The desire for a move to using online support was not specific to the use of an app. Staff felt that 

the use of technology more generally was benefiting families and enabling them to provide better 

quality support more easily. This included things like: 

● Being able to share books online, rather than posting out 

● Being able to host a larger number of families for a Come and Cook session online, rather 

than a few families in person 

● Being able to engage with families that struggled with transport issues or lack of time to 

attend in-person events 

● Savings on staff time and costs through reduced printing, cutting, writing or posting 

● Sharing of photos and videos with parents 

● Being able to get feedback quickly and efficiently. 

There were also some specific reasons for why an app was seen to be the most suitable 

technology: 

● In app notifications were seen as extremely useful to reach out to families with information, 

notifications, or invitation to events, which is core feature of the current FS app 

● Data privacy and concerns with safeguarding of children could be most easily addressed 

when using a mobile app. A website or social media account would not offer the same level 

of protection for end users. 

3.2.2 Future management of online FS services 

Simply building an online tool or app is not enough. Carmarthenshire made many points about how 

the technology is managed by FS teams and this needs to be carefully considered. Creating and 

uploading content to the FS app requires time and resource. Also, the way the FS app is currently 

designed means that content must be uploaded multiple times for each local area and the 

uploading itself takes time.  



  
  

Carmarthenshire also noted that their content was made by and featured actual FS team members 

and that other LAs would need to create their own content to build relationships with their own 

communities through the app but also face to face. 

Concerns about how any online tool would be managed and maintained was also raised by other 

local authorities. They were not sure if they had the resources to continually update information 

and respond to requests, or how an FS app would work alongside or be merged with their other 

services. 

Managing language translation is something that would need to be considered for any tool. 

Translation in the current FS app into Welsh is not user acceptance tested. It was also noted that 

for some families, neither English nor Welsh is the first language. 

Finally, in all interviews, staff members agreed that good reporting functionality is key to supporting 

them to improve and offer a better user experience to families. An app that could store and report 

key information and potentially sync with existing record systems would help to minimise effort for 

FS teams. 

3.3 Findings from Carmarthenshire app user survey 

With the help of the Carmarthenshire FS team, we sent surveys to a large number of FS app 

users, via the app, and non-app users, via email. We received 19 responses in total: 17 from app 

users and 2 from non-app users. 

3.3.1 App user responses 

Most respondents had been using FS services for over a year and were aware of, if not already 

using, most of the available FS services/programmes. The Come & Cook programme was the only 

service/programme that none of the respondents had used, and 7 (41%) of the respondents didn’t 

know that this programme was available. 

Most respondents agreed that getting support from FS is easy and that the support from FS had 

been valuable. But when asked if they knew how to access all the FS services, only 41% agreed. 

When we asked how they thought FS services could support them better, four respondents offered 

the following suggestions: 

● More information on all the services available to them 

● Staying in touch better 

● More groups for mums and babies 

● Work better with partner agencies. 

71% of respondents stay in contact with FS services by phone call, whilst 29% stay in contact via 

the FS app. And when we asked where else they may look for information and support to help with 

any problems in raising their family, 100% of the respondents said they would talk to friends and 

family, whilst 65% said they would look online. 

The level of access to technology was high amongst the respondents. 94% had access to a 

smartphone, 82% had sufficient mobile phone data, 100% had home Wi-Fi, 82% had access to a 

laptop or a computer and 59% had access to a tablet or iPad. Few of the respondents reported 

issues with their technology, the most reported issue was bad Wi-Fi signal at home which was 

reported by 24% of respondents. 

When we asked about their experience of the FS app, nearly 60% of respondents said that their 

experience of the app was good. 6% said they had a bad experience. 82% of respondents found 

the app at least somewhat helpful and 88% would recommend the app to other FS families. 



  
  

12% of respondents had experienced some problems accessing the app. When we asked them to 

elaborate on this, the main reason seemed to be that until recently, they were unaware there was a 

FS app available. 

The survey asked what improvements could be made to the app and two suggestions were made: 

● More information on all the other services available 

● Better two-way communication. 

3.3.2 Non-app user responses 

All respondents had been using FS service for over a year, but only reported using the childcare 

and speech and language support services. They were at least partly aware of all the other 

available FS services/programmes. 

All respondents agreed that getting support from FS is easy and that the support from FS had been 

valuable. 50% agreed that they knew how to access all the FS services. 

When we asked how they thought FS services could support them better, no suggestions were 

given, and one respondent commented “I’m happy”. 

100% of respondents stayed in contact with FS services by phone call. 50% also selected text and 

the FS website/social media as ways they stay in contact. 

When we asked where else they may look for information and support to help with any problems in 

raising their family, 100% of the respondents said they would talk to friends and family and 100% 

would also look online. 

100% of respondents had smartphones, but only 50% had access to mobile phone data, home Wi-

Fi, a laptop/computer or a tablet/iPad. 50% of the respondents cited being on a pay-as-you-go 

mobile phone contract as a technology challenge. 

None of the respondents knew that a FS app was available, but 100% of the respondents would be 

interested in using the app. 

4 New service requirements 
We captured possible new service requirements from the interview data which are listed below. We 

removed duplicates before adding them to the table, and we’ve prioritised the requirements using 

MoSCoW analysis. 

Many of the requirements came from FS staff and, in Carmarthenshire in particular. This is 

unsurprising as they have been engaged with families using the FS app since April 2020 and have 

experienced some usability issues themselves. 

 

# Description of requirement MoSCoW Request by 

1 Improve app loading time Must End user - via interview 

2 Instant messaging or a button for groups to inform 

FS if the user can’t attend 

Must End user - via interview 



  
  

3 Address the need for signed documents with some 

elements of childcare  

Must FS staff 

4 Design for messages to be more than 200 

characters to enable messages to be sent in 

multiple languages 

Must FS staff 

5 Automated reminders and push notifications would 

be useful, bookable events, bookable appts, self-

referral, childcare updates 

Must FS staff 

6 Design for dads as well as mums Must FS staff 

7 Something that shows families who their assigned 

workers are for different FS services and their 

contact details. 

Must FS staff 

8 Focus on videos more than written content Must FS staff 

9 Video guide to help build confidence using the app Should End user - via interview 

10 Help users to identify if they have already attended 

a course 

Should End user - via interview 

11 Courses should show a start date or have an 

identifiable colour if they are part of a series of 

courses. Avoid confusion and disappointment as it’s 

not possible to sign up to a course if the series has 

already begun 

Should End user - via interview 

12 Be more interactive and responsive, 2-way 

communication. More direct contact with the right 

teams or staff. 

Should End user - via interview 



  
  

13 Separate areas of files for individual children to help 

parents with organisation 

Should FS staff 

14 Provide information on what support family has 

received and what they’re entitled to 

Should FS staff 

15 Design for making earlier interventions rather than 

when families are at crisis point 

Should FS staff 

16 Advice support line in case questions have not been 

answered - name of person and telephone number 

Should FS staff 

17 More health-related messages on the app Should FS staff 

18 Good reporting functionality and the ability to sync 

app with existing LA record systems 

Should FS staff 

19 Recommendations for cost effective family activities 

– parents area/forum to share tips and ideas 

Could End user - via interview 

20 Support around isolation, dealing with challenging 

behaviour and domestic abuse 

Could FS staff 

21 Auto-reminders for staff   Could FS staff 

22 Signposting to available support to support with cost 

of living 

Could FS staff 

23 Focus on prevention by flagging relevant 

information at the right times, i.e., S&L milestones 

based on the child's age 

Could FS staff 

24 Seasonal notifications i.e., winter illnesses Could FS staff 

 



  
  

5 Recommendations 

5.1 Continue the user research with non-app using FS families 

This user research was not possible because the discovery project was paused earlier than 

planned. We strongly recommend that non-app using FS families from all the LAs involved in this 

discovery have an opportunity to feed in their needs and experiences so that we can better 

understand whether a mobile app can support their needs and improve their FS experience. 

5.2 Explore a FS mobile app as a solution in an Alpha phase 

Based on the findings of the research that we conducted with the FS team members and FS 

families in Carmarthenshire, a mobile app would be the tech solution that we would recommend 

taking forward into an Alpha phase. During the Alpha phase, we could test ideas to understand 

what is needed of an all-Wales FS app and whether we are confident about taking the app forward 

into the Beta (development) phase. 

5.3 Further usability and accessibility analysis for the app 

It is recommended that in addition to the user feedback from this project, an expert evaluation 

(including for accessibility) and some usability testing is also conducted. This will inform how to 

improve the app generally, as well as how to improve the app specific ways, e.g., the user on-

boarding experience.  

5.4 An app that can sync with FS team systems 

FS staff required an app that could store and report key information and potentially sync with 

existing record systems to help minimise effort for FS teams. The ability to sync with in-house 

record management systems would add a lot of value for FS teams and would reduce the need to 

duplicate effort. 

5.5 Improve the promotion of different FS services 

It was clear in the feedback from FS families, that many do not feel that they have a clear 

understanding of all the FS services/programmes available and are unsure of their eligibility for all 

services. Better promotion and messaging could help to improve the awareness and understanding 

for both FS families and non-FS families. 

 

 


