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Background to Proposed Redevelopment of Cyngor 
ar Bopeth Pwllheli Citizens Advice Centre 

 

The project will enable us to provide a fully accessible service in a pleasant fit-
for-purpose environment. The full project will provide working space for a 
small call centre to operate at the same time as advice services while also 
provide a ground floor community room with disabled toilet and refreshment 
facilities.  

IT facilities will enable us to respond to welfare reform, including the “digital by 
default” aspect of Universal Credit. 

The Business 
Citizens Advice aims to provide the advice people need for the problems they 
face and improve the policies and practices that affect people's lives. It is a 
network that operates across England & Wales to provide free, independent, 
confidential and impartial advice to everyone on their rights and 
responsibilities. We value diversity, promote equality and challenge 
discrimination. 

Cyngor ar Bopeth Gwynedd & De Ynys Môn Citizens Advice is an 
independent charity but also part of that network. 
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The project will significantly upgrade our facility in Pwllheli which services the 
whole of the Llŷn peninsula. We help people with a range of problems which 
no other agencies in the area deal with (especially since the changes to Legal 
Aid which have withdrawn a range of services from the public) – and will 
support other agencies in providing services to the public in particular 
Families First. 

As there is strong evidence that there is a lack of community and private 
interviewing facilities the upgrade to the Pwllheli facilities is imperative.  

Audience and market 
There are hidden pockets of poverty within the catchment area of the planned 
project. So the demand for the service in this area is great indeed. 

Also within the catchment area there has been increase of employment and 
income related benefits, 39% of people who are employed earn less than the 
living wage therefore there is significant uptake of Working Tax credits which 
is often daunting for many people. 

The Facility / Building 

At present advice services are primarily delivered from the first floor of the 
building. Clients are presented with a staircase up – which has a stairlift but 
this is not suitable for all and the staircase is daunting for many. 
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Instead the existing waiting room will form part of an open plan area which will 
include a reception desk where a volunteer will greet visitors. This will enable 
some visitors to be assisted with the information they seek without even 
needing to wait for an adviser to be available. 

 

There is currently just one interview room on the ground floor – and this room 
lacks natural light. A new high level window will make this a much more 
welcoming space and the addition of two new interview rooms and a disabled 
toilet will enable us to provide the advice service primarily from the Ground 
Floor, re-using a room previously used by Barnardos but now underused as it 
isn’t really suitable due to lack of facilities.: 
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Three interview rooms is the standard we use elsewhere and will enable other 
agencies to use them (e.g. Pension Wise, Money Advice, Credit Union).They 
will be soundproofed throughout enabling us to fulfil our policy and obligations 
on confidentiality. 

A large room downstairs will be transformed into an open flexible space with 
refreshment facilities and its own disabled toilet. It will also have a high-level 
window, significantly increasing the natural light in the room. 

We have considered 
carefully how to reduce the 
cost of the project. The 
most significant cost 
initially identified was to 
demolish the section of the 
building shown right: 

This was primarily to open 
up access on the first floor 
by creating a corridor 
where the sloping roof is 
shown but would also 
address problems with the ground floor which suffers from an ingress of 
water. 

We now think we can achieve comparable results by blocking up the doorway 
which is on a slope and has a drain outside (which is why water comes in) 
and providing a new doorway where the window is currently shown (behind a 
bin). Access on the first floor will be achieved by having a large open plan 
office. The old doorway and vestibule will be reused as a disabled toilet. 

Use of the first floor will be limited, however, unless we are able to install a 
wheelchair lift: we are keen to move away from using a facility which is not 
accessible for all both in terms of clients accessing services from the building 
and paid staff and volunteers. 

With a new accessible, open plan office on the first floor we will be able to 
accommodate a small call centre in addition to volunteers, caseworkers and 
partners from other agencies using hot desks to write up notes between 
interviews with clients. This will also maximise the availability of the new 
community facility which may otherwise be required by the volunteers to write 
up their cases. 
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The existing toilet facilities are 
inadequate as well as in the wrong place. 
One incident puts this into stark relief: we 
had a disabled client who was too heavy 
for the existing stair-lift. We conducted 
the interview in the ground floor interview 
room – bit of a squeeze and no natural 
light but ok. But he was not able to 
access the upstairs toilet (and needed to 
go frequently due to a medical condition). 
Staff were able to make arrangements 
with the offices next door and help the 
gentleman to their building to use their 
toilet – but the whole arrangement can 
only have caused additional stress for him. 

With the recent changes to our plans there will now be two new disabled 
toilets on the ground floor: one to serve the client interview rooms and one to 
serve the community facility (this will mean that we can have secure doors 
between the two – enabling the community facility to be in use even if the 
CAB Offices are closed). 

We have divided the overall project into two separate elements in order to 
maximise the opportunity to secure funding. Whilst proceeding with the 
Ground Floor project would satisfy our minimum requirement for a fully 
accessible advice facility, the addition of a wheelchair lift and the 
refurbishment of the upstairs into an open plan office would maximise the 
potential of the building. The first floor would benefit from refurbished toilets 
(to disabled standards) and refreshment facilities. There would continue to be 
two small interview rooms – available for discussions so as to minimise 
disruption in the open plan office. 

This will enable maximum use of the community facility downstairs and enable 
us to bid for contracts e.g. for providing Adviceline and the Consumer 
Helpline. The Llŷn peninsula is an ideal area to site bilingual call centres as 
people in the area have the language skills but lack employment 
opportunities. 
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