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Emma Louise Stevens
St. Elmo’s Childcare
27 St. Elmo Avenue 
St. Thomas
SA1 8DR
Telephone: 07769185885
Email: stelmoschildcare@hotmail.com
Website: www.stelmoschildcare.co.uk
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Executive Summary
St. Elmo’s Childcare believes in giving children the best start in life. Which means better, more exciting care, stimulating environments, and lots of opportunities for play, interaction and development, at their own pace and in their own space. The business wants to create a safe and enriching home-from-home environment filled with opportunities to learn. 
The business will recruit passionate staff with boundless enthusiasm for their work and a never-ending commitment to the children. It will be a place where children's emotional needs are met, their interests will be nurtured, and their individuality will be respected, which will make it somewhere for parents to love too. Over the past 6 years the owner has been lucky enough to work with some amazing people to provide children around the country with exceptional care. 

The business mission is to deliver high quality childcare and exciting opportunities for learning that give every child a head start, as they prepare for school.
Stating nursey can be an emotional time, for parents as well as children. St Elmo’s Childcare understands and want to give you reassurance and peace of mind. Every child settles into nursery differently. The owner/manager has years of experience in making it as calm and enjoyable as possible. With the settling in scheme your child will be able to take part in a series of short sessions, each time leaving your child a little longer as they build their confidence, until they are ready to start. 
You and your child can take as long as you need in the settling in process – its all free of charge.
The owner says that is a home-from-home environment as the nursery is run from their family home which has been converted onto an enjoyable safe environment for children to grow and learn while having homely comforts. 
The owner will be running the childcare service as the manager and will be looking to employ an apprentice/newly qualified staff member in the first few weeks of start-up. St. Elmo’s childcare will be open between the hours of 8AM to 6PM Monday to Friday and closed weekends. The owner has chosen these hours to suite the needs of working parents and will on request provide morning and afternoon session separate to meet the parents demands and needs of childcare. 
The owner truly believes that our childcare can be the path to a brilliant future.

The business has forecasted to achieve an annual net profit of £27564 by the end of year one. Year two is forecasted at £26432, year three at £29170 and by year four £38500. 
All from an initial planned investment of £30,000.
[bookmark: _Toc73884348]The owner has currently invested £5000 and am now looking for an additional investment of £10,000, to enable the business to start up. The business has qualified for a government loan of £5000 and I have been gifted £10,000 from my family. 
Business/Industry Overview
St Elmo’s Childcare strive to provide quality and meaningful childcare – not only to provide a service for parents but to educate and help the children flourish and grow throughout their time spent in my care. 
We are now beginning to come out of the pandemic and even though there is a high volume of parents still working from home there is still a need for childcare for both parents working from home and parents who need to go into the workplace. The business will be providing a safe home from home environment for the children to come between the hours of 8AM and 6PM, Monday – Friday. The business has factored in the economic, cultural and government guidelines within my plan. 
The business has included the extra cost of hygiene materials such as soap, anti-bacterial gel and anti-bacterial wipes. The house will be cleaned thoroughly each evening and a deep clean will be taken out every month – which included furniture, toys and all other equipment the children will be in contact with. 
There will always be a need for childcare in society and parents want their children to not only to be happy when they leave for the day but also expect a level of teaching/learning being provided for their children. The owner has the skills, qualities and experience to be able to teach and help children grow from babies right up to adulthood. 
The businesses unique selling point is the fact that the owner has worked with many age groups and have previously successfully managed a nursery group of 30 children. The business is based in the owners loving family home which makes it more personal and easier for the children to become comfortable and lets their personalities shine through.
The owner will work closely with parents to try and ensure that all children start school with the ability to talk clearly and be understood.
All children are screened using the Wellcomm Speech & Language toolkit at 18 months, 2 years and 3 years of age. This allows parents and professionals to better understand and support children's speech, language and communication needs.
The business has researched my competition in the area of St Thomas, Swansea specifically and find one other childminder who offers her services to parents – however she only takes up to one child a day for a charge of £5 per hour and the parents need to provide nappies, wipes, change of clothes, snacks and any milk/milk supplements. My service of £8.00 and hour includes nutritious meals/snacks/drinks, nappies, wipes, spare clothes provided when needed and all activity materials.     
[bookmark: _Toc73884349]Market Analysis and Competition
The business is targeted at working parents living in the St Thomas area who need children care during working hours throughout the week (Monday – Friday). In my personal opinion there will always be a need for childcare services, however it is about finding the right childminder for your child. All children are individuals and its important to us at St Elmo’s that your child is happy, settled and feels they can express themselves within our care.

Strengths – 

One of the main advantages of St Elmo’s Childcare is that your child will be one of a small group. This means they will have plenty of individual attention.

The business can only care for six children younger than eight, including their own. Only three of these should be five years old or younger, and only one should be under one year old. 

The business will have mixed age groups. If your child does not have any siblings, this is a great opportunity for them to be around older and younger children. If you have two or more children, they can all be cared for together.

The owner can look after children from when they are babies, right through to secondary school. This continuity will give your child a great sense of security and reassurance.

Parents tend to value the family-friendly service childminders provide. And some childminding arrangements become a strong friendship that lasts for years.

The owner is a fully qualified nursery nurse and my assistant will also be fully qualified when employed - so you'll know you're leaving your child with someone who has experience and confidence when caring for children.

From a practical viewpoint, the business has more flexible about pick-up and drop-off times than other childcare providers. This extra flexibility may be particularly useful if you work shifts or have an irregular work pattern. It may also mean that you won’t need back up care as often.

St Elmo’s Childcare will be inspected regularly to ensure that we are providing good quality care.

Weaknesses – 

The business will not be able to guarantee back up childcare if employees are ill or on holiday, or if there is emergency.

Through researching the business has found that some parents are worried that there will be preferential treatment over other children. This will not happen, but it's a theory that can make some parents feel uncomfortable.

As the business is based near a primary school, you may need to get your child up earlier than usual so you can drop her off before work. You may need to put your child to bed a little earlier too, to make sure they get enough sleep. This can make the time you spend with together during the week feel rushed and hectic.

When deciding whether to use St Elmo’s childcare, bear in mind that what you see as a disadvantage could be an advantage to someone else. It’s best to base your decision on what feels right for you and your child.

We are a start up business and do not yet have reviews to read before enrolling your child, this could be a disadvantages and reviews are an important part of the decision process. 

Opportunities – 

Holidays for myself and my employee will be scheduled in a year in advance to ensure that there is no confusion on when we can take bookings and as you will be able to see from my financial forecast we close for 2 weeks over Christmas to give ourselves a chance to spend time with our families and for the children to spend time with there loved ones over the festive period. If my self or my employee are ill or have an emergency I ask them to let me know an hour before there shift begins to let me but plans/measures in place – possibly have bank staff come in to help to avoid cancellation and a breakdown if reliability between us and the parents.

Journals will be filled out daily on each individual child so parents can see what they have been playing with, learnt and taken part in throughout the day. The journal will also let us record there eating habits/ meals for the day, change of nappies and any other notes. We will also be able to text the parents throughout the day with updates such as photos, video’s or messages with the parent’s permission to do so. 

We are looking into and researching creating an app for parents to use for contact, booking and updates on their child throughout the day rather than text and this is something that we will be advertising when ready to launch. 

St Elmo’s Childcare is based on a busy street as it is near a primary school – however there is a small parking plot at the end of the street that parents would be able to use for drop-off and pick up – I looking into discussions with the council to ask for a parking permit. As my target market is in within the St Thomas area, many parents will be able to walk to us as St Thomas is not a massive area. 

Although there are no direct feedback/reviews for St Elmo’s Childcare as of yet please be assured that I am fully qualified and have many years of experience of working with children and am proud to display my certificates on the websites and at the front door of St Elmo’s Childcare. 

Threats – 

Mums and dads doing childcare favours/ grandparent care – resulting in lots of children using part time spaces.
Negative press on childminders - Childminders are frequently haunted by people referring to them as “babysitters” in the press and there have been many high-profile media moments where childminders are portrayed as unqualified and not as good as nurseries. 
30 hours “free” childcare - For many childminders the 30 hours ‘free’ funding continues to be the biggest threat to their business with many childminders feeling obliged to offer the funded hours so as not to lose business to nurseries, but then operating at a loss. Currently at St Elmo’s Childcare we do not offer this. That means parents may look elsewhere.
After school clubs at schools - One of the worst things that can happen to many childminders is learning that their local school is going to open an after-school club or a holiday club.
 Health visitors and other professionals like nursery workers not working with childminders - While some childminders have told me that health visitors have found their Progress Check reports very helpful, there are still many health visitors who treat childminders as unqualified and do not even read them. I would like to be recognised as a professional. I would like health visitors to promote childminders to parents.
There is also a lack of information sharing between nurseries and childminders. There is the attitude that you are just a childminder and cannot possibly be as qualified as them. So why should they work with you?
The demands of Ofsted - I feel that it is unfair to be graded on the same criteria as a nursery. I would love to be assessed as a home from home, not in line with nurseries. This is not the case and extra hours will need to be worked to make sure all paperwork etc is in line as Ofsted can do and will do unscheduled visits. 
The word ‘childminder’ is not professional - Even though the scope of the job of a childminder has come to mean so much more than it did 20 years ago, the word ‘childminder’ remains as many people see the word as part of the problem of being treated unprofessionally. Childminders have the same qualifications of nursery nurses working in a nursery. We are all Early Years Practitioners.
Strict ratios make it hard to compete with nurseries – unfairness that it is different - Strict ratios on the number of EYFS children that childminders can look after make it very important to really do the math in terms of taking on part time children. It also seems enormously unfair that nurseries have such different ratios – we are experienced and qualified childminders and could easily look after more children. 
Nurseries and play groups - Nurseries, play groups and other childcare providers will always represent a threat to us as parents have lots of choice. Schools often hand out flyers for the local nursery but will not hand out flyers for childminders. The business is looking to work with the local primary school to see if they will support with the start up business and have set a meeting with the principal. Through research the business has found only one other childcare in St Thomas where the childminding service is located however there are many nurseries and childcare services throughout Swansea.
[bookmark: _Toc73884350]Sales and Marketing Plan
[bookmark: _Toc73884351]Political factors – the business has researched and know all elements of the political factors when running my business. The business is aware of this and will need to register the business as a limited liability partnership business start-up, the business will need to register as a childminder with Ofsted on an annual basis and expect/be prepared for unscheduled visits, the business is aware of the licences and permits and will need to register for a music licence, CCTV, TV licence, permission to sell leaflets and an annual childminding licence. I have an accountant who will be able to deal with all the finances such as tax, national insurance and pension plans.
The business has carried out research and completed market research on what parents expect to pay for childcare on an hourly basis. Please see below. 
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Economic Factors – the business is very aware that we are just coming out the other side of a global pandemic and this has had a huge impact on the economy and how businesses work and function. This means I will need to be wise with funds and be ready for anything. Profit will be put back into the business and my accountant will take care of setting up a ‘rainy day’ pot for such extremes. The pandemic has meant that there are still a lot of parents still working from home or even still on a furlough wage. The business has taken this into consideration with the pricing strategy however as the rise on inflation goes up they have predicted that the hourly rates will need to be increased by 50p an hour. This is due to rising wages, products such as food, cleaning products, equipment for the children’s activities etc. 
Social Factors – St Elmo’s Childcare actively celebrates all cultures, ethical back rounds and religions. The business will not only celebrate these but also educate the children on the different types of people and celebrate their individualities. This will be planned in advance of the celebration to ensure all the equipment and essentials are ready to make it a meaning experience for the children and parents to take part in. The business will use platforms such as the St Elmo’s Childcare website, Instagram and Facebook to promote this. St Elmo’s Childcare will welcome parents and children in for open days and settling in sessions. The business is happy to welcome guest speakers on the topic being celebrated to educate the children and give them a real insight.
Technology Factors – The business is aware that social media plays a huge part in the marketing world and they will definitely be taking advantage of this free resource – it will be a private page for parents only and permission will need to be given from each parents to post pictures of their child/children. Facebook will be a public page however will not consist of any photos of the children – this page will promote the beliefs and promote the business through pictures/videos of activities and updates. Eventually they will launch a mobile app for parents with children enrolled and this will be fantastic to share with parents what their children have been doing throughout the day. The business is hoping this has a positive reaction and parents enjoy the service.   
Legal Factors - Being self-employed means that the business/owner is responsible for paying staff members wages, tax and National Insurance contributions so you must register as a business with Her Majesty's Revenue and Customs (HMRC) for self-assessment and National Insurance purposes. 
The business has a legal responsibility to keep financial records. The Finance Act 1994 and the Finance Bill 2016 state that accurate records must be kept for a minimum of 5 years. The business has detailed this in the operating plan.
Data Protection Requirements and GDPR data protection - The GDPR together with the DPA covers correct storage and sharing of both manual and electronic information. There are six principles put in place by the GDPR to make sure that information is handled properly.
They say that data must be:
· Processing must be lawful, fair and transparent.
· The purposes of processing must be specified, explicit and legitimate.
· Personal data must be adequate, relevant and not excessive in relation to the purpose for which it is processed.
· Personal data must be accurate and kept up to date.
· Personal data must be kept for no longer than is necessary for the purpose for which it is processed.
· Personal data must be processed in a manner that includes taking appropriate security measures as regards the risk that arise from processing.
Parental responsibility - Only parents or carers who hold parental responsibility can provide information and complete childminding consent forms. Children must be over the age of 13 years to give their own consent for information to be held. The business/owner must ensure reasonable efforts to verify that the person giving consent does, in fact, hold parental responsibility for the child. This means that the owner/manager will need to check relevant documents for each child that will show the names of adults who hold parental responsibility, this will be recorded.
GDPR Documents the business will need are:
· GDPR Privacy Notice.
· GDPR Privacy Notice- child version.
· GDPR Privacy Notice- for staff data if staff members work with others.
· GDPR Data Sharing Agreement- for children who attend other settings or have other professionals working with them. Also for any emergency back-up childminders (bank staff).
· GDPR Childminder/ Assistant Data Processing Contract – for those working within other childcare facilities.
· GDPR Parental Responsibility Evidence Form- ICO say it is good practice to record the evidence you have seen. 
St Elmo’s Childcare will need to register at the Information Commissioners Office (ICO) as we will be taking digital photographs and videos, keeping extensive records and information of a more sensitive nature, such as children's health, behaviour and development, on a computer. The property also has a CCTV System operating during childminding hours.
Disclosure and Barring Service – staff members and anyone connected to St Elmo’s Childcare, including household members over the age of 16 need to have DBS checks. The business will need to pay for all DBS checks, this will need to be completed every three years at a cost of £23 per employee.
Environmental Health and Safety – At St Elmo’s Childcare food and drink are provided therefore they are responsible under food law to ensure that food is prepared, stored and handled in compliance with the food hygiene regulations.
As St Elmo’s Childcare provide the children with food and drink, the business must inform Ofsted who will automatically register us with the Food Standards Agency. The business must also register with Swansea Council. 
As a registered childminder St Elmo’s Childcare has a legal responsibility to safeguard children. It is crucial they keep up to date with the procedures for safeguarding children and it is the responsibility as owner/manager to ensure this. All staff must have attended Safeguarding Children training and will engage in frequent training to keep knowledge up to date and at forefront of their minds.
Environmental factors that St Elmo’s Childcare will need are: 
Weather – outside playtime.
Recycling and waste management – more rubbish than a ‘normal’ household.
Attitudes toward “green” or ecological products – the business strives to be a green company and only use organic products. Eg vegetables and fruit for children will be bought from the local Swansea Market.
[bookmark: _Toc73884352]Pricing Strategy
St Elmo’s Childcare will be charging an hourly rate of £8.00 and the childcare services will be open from 8am – 6pm (10hours). 
With the rising cost of expenses/economy the business has forecasted the need to increase the hourly rate during the third year to £8.50. This will be an extra 50p an hour for the childcare services. 
As Detailed in the marketing plan the research shows that 42.9% of parents would be happy to pay an hourly rate of between £6 and £9 an hour and interestingly 42.9% parents said they would also be happy to pay an hourly rate of between £10 and £12.
The pricing strategy certainly meets the markets needs according to this research, both the starting rate and the predicted increase of rate comes under the £6 to £9 mark.



[bookmark: _Toc73884353]Sales and Distribution
St Elmo’s Childcare will be offering a high-quality childcare service for working parents within the St Thomas and Swansea area – helping children grow and develop in a home from home environment. Helping them socialize with other children and get ready for starting school if not already enrolled in school. 
Parents will be able to pay through debit/credit card with my square reader (provided by business banking account), cheque or cash. Debit/credit card will be the preferred payment service and parents will need to pay a month in advance to avoid any losses.
[bookmark: _Toc73884354] 
Advertising and Promotion
The business will be using social media channels such as the St Elmo’s Childcare website, Instagram, Facebook and have considered radio advertising for the business. 
St Elmo’s Childcare actively promote ‘settling in sessions’ for both the child and the parents to help the child get used to their surroundings and for the parent to feel more at ease.  
The business are planning an open day before launch this gives parents a chance to visit, ask any questions and show them the surroundings and where their children will be taken care off. 
Everyday marketing essentials will consist of business cards with name of business, name, position and contact details including website. The business will invest in flyers to be presented/handed out at the open day and will ask the local primary school to display if possible.  As the business pays a monthly fee of £10 to Wix.com they receive:

· Full Commercial Usage Rights
· Standard Logo Files
· Resizable Logo Files
· Social Media Logo Files
· Wix Unlimited Website Plan
· Free Domain for 1 Year
· 250 Business Cards


[bookmark: _Toc73884355]Ownership and Management Plan
The business has chosen to register as a limited liability partnership business as this gives them the flexibility of partnership, there is Protection of personal assets via limited liability, tax and NI are normally at a lower rate, employing member of staff brings different skills/qualities to the business, the business cannot be taken over and responsibilities can be shared out if need be. 
The owner of St Elmo’s Childcare will also be the manager and take care of the day to day running of the business. Their duties will include:

• Managing the employee and quality of childcare within a room/ area. 
• Ensuring stimulating and inspiring activities are provided for the children in the room/ area. 
• Assisting with the monitoring of staff performance within the business. 
• Excellent communication, organisational and interpersonal skills.

The employee duties will include:

• Delivering rich learning opportunities and exceptional care that helps young children to develop.
• Plan and provide effective care, teaching and learning that enables children to progress and prepares them for school, Safeguard and promote the health and safety and welfare of children. 
• Work in partnership with the owner/manager, parents and/or carers or other professionals to meet the individual needs of the children. 
• Make accurate and effective use of assessment reflecting the needs, interests and stages of development of the individual child.
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Operating Plan
As stated above the business will begin with just the owner working for the company in their family home, within the first 3 months they will be looking to employ a newly qualified nursery nurse as they feel its important to give newly qualified individuals a chance and career.  The owner will also be the manager of the business and will take care of all finances with their brother Liam Lindsay – who is a qualified accountant and is taking no charge for helping manage the business finances. The Employee however will be responsible for the care of the children as well as the owner/manager on a day-to-day basis. They will both work Monday – Friday. They will be working 10hour day and my employee 8hour day with the opportunity to do over time as and when needed. The business will be paying the employee a monthly wage of £905 after 20% tax and national insurance has been taken. The business has planned and budgeted for the owner/manager and one employee to work for the business however if the demand is high the business will consider employing a second staff member. The owner/manager will mentor and help the employee with all training and any training they would like to participate in. Before starting the job they will need to be first aid trained and food health and safety trained this is something that the business will pay for – the employee is not expected to pay for this. The owner/manager will work closely with the employee and they will have weekly 121’s to discuss any issues, ideas, wellbeing etc. 

The advantage of the business being run from a family home is that it will have a homely, comforting and welcoming for the children. The house has a large back garden for the children to play in and a short walk along the street there is a play park (which will be risk assessed before trips). The house has a downstairs toilet for children toilet training and nappy changing area for children still in nappies. There is also a play-room and a separate room for children to take a nap. 
A disadvantage of the location of the business is that the street can sometimes be busy with parked cars and parents may find an issue parking when dropping off and picking up. 
The competitor in the area is St Thomas Primary school which has a nursery within, the nursery provides free childcare – however only provides 40 spaces and there is no spaces available until Autumn 2022. 
The business will be able to compete with them as they provide a caring, positive environment for children to flourish and grow at their own speed with a key worker who will only be focused on a maximum of 3 children at one time. This will give the child the attention and support that they need and deserve. 
The owner/manger will complete a weekly shop for the children each weekend and will communicate with parents the meal plan for the week ahead to ensure parents and children will be happy with the meal choice and take into considerations any allergies/dislikes. The meal plans will be healthy options full of fruit and vegetables ensuring the children are getting all the nutrients they need when growing. 
The shopping will also consist of nappies, wipes, nappy bags, antibacterial gel, antibacterial wipes and white roll for the nappy changing area. The business will be buying pampers brand – if parents use a different brand or their child needs special creams/nappy creams they will need to provide these.   
The business has created a website with all the relevant information that parents will need and want before enrolling their child. This website does not currently allow to book online. To book you will need to phone my mobile on 07769185885. However an online booking system is something that the business is looking into and have researched. This is something they will definitely consider upon the business growing. The business will use an electronic diary system to track which child they are expecting in that day and will complete a day-to-day rota. 
The risks the business face are the business is it not starting as quick as predicted due to the current pandemic and rising cases of corona virus within the UK. There may also be parents relucted to send their child to a childminder due to the stigma that comes with childminding (eg. Unclean house, child does not get enough attention etc.) The business has factored all of this into the business plan and will be willing to challenge these concerns head on. The business has forecasted to be busy over the summer months due to the school/summer holidays and parents still having to work – however some parents to have the same academic holidays. There will be a waiting list if the business grows and becomes popular and if a child does leave for 4 or more weeks unfortunately their place will be lost and the next child on the waiting list will be enrolled. This will all be in the contract that will be presented to the parent upon enrolment.
The licences the business will need to apply for are music licence, CCTV, TV licence, permission to sell leaflets and an annual childminding licence. These will all be covered in the owner personal expenses as they are considered household bills. The property already has CCTV installed at the front door, back door and full garden. 
The owner has previously worked in a high street bank so is familiar with figures and book-keeping, they are aware that they need to keep all receipts and invoices for a minimum of 5 years. They will take payment through card reader, bank transfer, cash or cheque so I will need to keep all statements and receipts from the bank. The business will keep a paper copy of everything and a digital copy which will be scanned onto a secure folder on the work laptop and emailed across to the accountant as and when needed. All paperwork will be scanned and filed on a weekly basis (end of week) to ensure nothing is missed or left out. The business will be register with HMRC as a limited liability partnership. 



[bookmark: _Toc73884357]

Financial Plan

As stated above the business has forecasted to achieve an annual net profit of £27564 by the end of year one. 
Year two is forecasted at £26432 this is slightly lower than the previous year as during year two there will be a fulltime employee working for the business.
Year three has a significant jump up to £29170 in the predicted forecast as the hourly rate for childcare will be increased by 50 pence taking the hourly rate up to £8.50. This is again a prediction on inflation and rising costs of equipment/resources.
Year four the business has predicted to be making a net profit of £38500 as the loans taken out in year one will be paid off in full. 
When hiring an employee during the third month of the business start-up the business will be looking for an individual who is newly qualified in Early Education and Childcare and will be offering a starting salary of £14000 annually, after tax, national insurance and 3% of wages paid into a pension scheme the take home will be £905.33.
The business will be paying back my government loan of £5000 over 36 months term at a rate of 3% APR. This brings my monthly repayment to £143.05.
The business has also researched business banking loans and have found TSB Bank to be one of the best. If the business was to borrow £10,000 over a 36month term at a rate of 9.9% APR. This brings my monthly repayments to £305.27.
Total monthly repayment figure will be £448.32 as detailed in the cash flow forecast below. 
[bookmark: _Toc73884358]Appendices 
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Business CV

Emma Stevens
Local Banker B at TSB Bank Swansea emmalindsayX@hotmail.com
07769185885
I am a hard-working, accomplished and enthusiastic local banker, with a solid history of achievement in customer service roles. I always strive to achieve the highest standard possible, at any given task and in any situation. I am a motivated leader and team player with strong organisational and prioritisation abilities. I am accustomed to working in a challenging and fast-paced environment, particularly when dealing with multiple projects and priorities at the same time.
Work Experience

Local Banker
TSB Banking - Swansea
June 2018 to Present
Contribute to a smooth running branch by being able to fulfil tasks across all areas of the branch and as required by my line manager – this is mainly cashiering for my role in branch.
Manage the dairy and customer appointments.
Work together as a team to build relationships, attract new customers and build the business.
Proactively and confidently promote, demonstrate and set up digital, telephony and self service options available to customers.
Follow policies and procedures to ensure security is not breached and customers details are safe.
Swansea contact centre, customer advisor
TSB Bank
March 2017 to June 2018
· Answer calls and provide customers with information on their personal accounts, details of latest products or any other query they may have.
· Transfer customers to relevant department such as loans, mortgages etc.
· Give customers a good customer service experience.
Nursery Room Manager
Busy Bees Childcare - Southampton
February 2015 to January 2017
· Manage the practitioners and quality of childcare within a room/ area.
· Ensuring stimulating and inspiring activities are provided for the children in the room/ area.
· Assisting with the monitoring of staff performance within the room.
· Excellent communication, organisational and interpersonal skills.
Nursery Nurse
Busy Bees Childcare - Livingston
July 2014 to February 2015
· Deliver rich learning opportunities and exceptional care that helps young children to develop.
· Plan and provide effective care, teaching and learning that enables children to progress and prepares them for school Safeguard and promote the health, safety and welfare of children.
· Work in partnership with colleagues, parents and/or carers or other professionals to meet the individual needs of the children.
· Make accurate and effective use of assessment reflecting the needs, interests and stages of development of the individual children.
Crew Member
McDonald's - Livingston
July 2012 to July 2014
· Working in a fast moving, high energy environment, connecting with customers and making them feel valued.
· Serving customers, tills and making sure the restaurant was clean and tidy.
Education

GCSEs/A levels in Childcare and Early Education PASS
West Lothian College - West Lothian, UK 2013
GCSEs/A levels in Intermediate 1
St Margaret's Academy - West Lothian, UK
Skills

· Scheduling
· Filing
· Data Entry
· Billing
· Receptionist
· Customer Service Skills
· Microsoft Word
· Microsoft
Additional Information

Skills 
· Hard working and will always do everything I can to help the customer. 
· Always keen to learn new skills and challenge myself. 
· Confident in working in customer service. • Good communication and language skills. 
· Fully committed to my job role.
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Emma stevens

Local Banker B at TSB Bank
Swansea
emmalindsayX@hotmail.com
07769185885

I am a hard working, accomplished and enthusiastic local banker, with a solid history of achievement in
customer service roles. | always strive to achieve the highest standard possible, at any given task and
in any situation. | am a motivated leader and team player with strong organisational and prioritisation
abilities. 1 am accustomed to working in a challenging and fast-paced environment, particularly when
dealing with multipie projects and priorities at the same time.

Work Experience

Local Banker
TSB Banking - Swansea
june 2018 to Present

Contribute to a smooth running branch by being able to fulfil tasks across all areas of the branch and as
required by my line manager - this is mainly cashiering for my role in branch.

Manage the dairy and customer appointments.

Work together as a team to build relationships, attract new customers and build the business.
Proactively and confidently promote, demonstrate and set up digital, telephony and self service options
available to customers.

Follow policies and procedures to ensure security is not breached and customers details are safe.

Swansea contact centre, customer advisor
TSB Bank
March 2017 to June 2018

» Answer calls and provide customers with information on their personal accounts, details of latest
products or any other query they may have.

» Transfer customers to relevant department such as loans, mortgages etc.

« Give customers a good customer service experience.

nursery room manager
Busy Bees Childcare - Southampton

February 2015 te January 2017

» Manage the practitioners and quality of childcare within a room/ area.

s Ensuring stimulating and inspiring activities are provided for the children in the room/ area.
» Assisting with the monitoring of staff performance within the room.

» Excellent communication, organisational and interpersonal skills.

nursery nurse
Busy Bees Childcare - Livingston
July 2014 to February 2015

« Deliver rich learning opportunities and exceptional care that helps young children to develop.





* Plan and provide effective care, teaching and learning that enables children to progress and prepares
them for school Safeguard and promote the health, safety and welfare of children.

» Work in partnership with colleagues, parents and/or carers or other professionals to meet the individual
needs of the children.

* Make accurate and effective use of assessment reflecting the needs, interests and stages of
development of the individual children.

crew member
McDonald's - Livingston
July 2012 to july 2014

* Working in a fast moving, high energy environment, connecting with customers and making them feel
valued.
* Serving customers, tills and making sure the restaurant was clean and tidy.

Education

GCSEs/A levels in Childcare and Early Education PASS
West Lothian College - West Lothian, UK
2013

GCSEs/A levels in Intermediate 1
St Margaret's Academy - West Lothian, UK

Skills

* Scheduling

* Filing

* Data Entry

« Billing

* Receptionist

* Customer Service Skills
Microsoft Word

* Microsoft

Additional Information

Skills

« Hard working and will aiways do everything | can to heip the customer,
« Always keen to learn new skills and challenge myself.

= Confident in working in customer service.

« Good communication and language skills.

« Fully committed the my job role.





SCOTTISH
QUALIFICATIONS
AUTHORITY

Emma Lindsay
SCN: 063225975

Detailed record of attainment in August 2014

Qualification Date

National Courses

€215 12 Higher Early Education and Childcare D 08/2014 6

X215 12 Early Education and Childcare External D 08/2014 6 6
Assessment

DM3X 12 Child Development: Birth to 12 Years 07/2014 6

DM3Y 12 Developmental Theory in Early Education 07/2014 6
and Childcare

DM40 12 Holistic Approaches to Child Health 07/2014 6

L

Dr Janet Brown
Chief Executive
Scottish Qualifications Authority lof1
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Summary of attainment up to July 2014

Qualification

Supporting Children with Additional Support Needs

07/2013 5
Child Development ang Health 08/2012 5
Parenting 08/2012 5
Play in Early Education and Childcare 08/2012 5
Working in Early Education ang Childcare 08/2012 5
Administration: Presenting and Communicating Information 08/2011 4
Administrative Services 08/2011 4
Information Technology for Ad ministrators 08/2011 4
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Detailed record of attainment in July 2014

SCQF SCQF
Code Qualification Grade Date Level Credit
Points
National Group Awards
G8K1 46  National Certificate Early Education and 07/2014 6
Childcare SCQF Level 6
National Units
DM3X 12  Child Development: Birth to 12 Years 07/2014 6
DM5L 12  Developing an Understanding of Working 07/2014 6 6
with Children
DM5M 12 Developing an Understanding of Working 07/2014 6 12
with Children: Workplace Experience
DM3Y 12  Developmental Theory in Early Education 07/2014 6 6
and Childcare
DM5T 12  HIV, Hepatitis B and Hepatitis C Infections 07/2014 6 6
DM40 12  Holistic Approaches to Child Health 07/2014 6 6
DM41 12  Playin Early Education and Childcare 07/2014 6 6
DM42 12  Playin Practice 07/2014 6 12
DM5K 12 Supporting Children's Behaviour 07/2014 6 6
DM5J 12  Supporting Children's Rights and 07/2014 6 6
Entitlements
National Units
F3GB 12  Communication 07/2014 6 6
F3GC 12  Information and Communication 07/2014 6 6
Technology

bk

Dr Janet Brown
Chief Executive
Scottish Qualifications Authority Tof 1






Motes for users of this Certificate

The Swmmary of attainment soction fists all the Group Awards, Courses and stand-alone Units

that the candidute hus achieved stnce 1994, Certiticate holders can obtain information ahout earlier
attainments by contacting SOQA,

The Detalled record of attainment section lists all the Group Asvards. Courses and Units the
candidate hus uchreved since last tssued with a certificate,

The Profifes section ~hows the candiduie’s curvent achievements in Core Skills and SCOQF credits.
©  Core Skills are the five <kills that are tmportant for work, They are often achieved

sutornsticatly, bemg embedded m other qualifications. The highest possible level for a Core
Skill is 6,

The SCOQF 1 o way of deseribing and comparing Scottish qml;f aimm It tinks with other
frameworks i the UK wed Borope. desertbes a qualification by giving it a level 1o show
o hard 10 as, and o number of credit points to show how much w m% v imvolved. There
are 12 fevels, fevel | belng the simplest and Jevel 12 the most complex. One credit point
represents appt roximately HE hours of effort. There ts more information about the SCQF at
PRILS

WO S ?.,ix O

There is more mnformation about the Scottish Qualifications Certificate and about SQA

guadifications al wwwosgiorg.ub,
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SCN: 063225975
Profiles up to July 2014
SCQF
Core Skills Level Date
Core Skill - Communication
Oral Communication 6 07/2014
Written Communication 6 07/2014
Core Skill - Nu meracy
Using Graphical Information 5 07/2013
Using Number 5 07/2013
Core Skill - Information and Communication Tech nology
Accessing Information 6 07/2014
Providing/Creating Information 6 07/2014
Core Skill - Problem Solving
Critical Thinking 5 08/2011
Planning and Organising 5 08/2011
Reviewing and Evaluating v 5 08/2011
Core Skill - Working with Others
Working Co-operatively with Others 5 07/2013
Reviewing Co-operative Contribution 5 07/2013
SCQF
Scottish Credit and Qualifications Framework Level Date
Credit Points
84 6 07/2014
186 5 07/2013
138 4 08/2011
24 3 08/2011
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Chief Executive
Scottish Qualifications Authority —
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