
 

 

 

Gwynedd and Anglesey First Contact 

Services Language Project: End of Project 

Report 
 

5 March 2023 

  



2 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

IAITH Cyf.  

Unit 3,  

Aberarad Business Park,  

Castellnewydd Emlyn,  

Carmarthenshire, SA38 9DB 

Ph 01239 711668 

E post@iaith.eu    

www.iaith.cymru 



3 
 

 

Background  

IAITH: the language planning centre was commissioned by Cyngor Gwynedd on behalf of 

the Gwynedd and Anglesey Local Services Board to carry out research on the reasons why 

people choose to use/not use Welsh when receiving first contact services.  

The purpose of the research was:  

• to understand the linguistic habits of those who use first contact services; 

• to understand the challenges and the reasons behind any choice not to make use 

of services through the medium of Welsh; 

• to understand how we can create the best possible context to encourage use of 

the Welsh language in using first contact services. 

The focus of this project (and the programme in its entirety) was on the use made of services 

available in Welsh, and not on the availability of services where they should be available by 

default. 

 

Field Work 

To gather information, the IAITH researchers visited venues that provide first contact 

services across Gwynedd and Anglesey. At these venues, a IAITH researcher observed 

conversations between staff members and the public at the receptions. 

After confirming research resources developed with the client (e.g. observation record form 

and privacy statement) we went about arranging and coordinating visits. We succeeded in 

establishing contact successfully with: 

• Canolfan Brailsford  

• Pontio 

• Pwllheli Leisure Centre 

• Pwllheli Library  

• Coed y Brenin Centre 

• Penygroes Health Hub 

• Penllyn Leisure Centre  

• Plas Ffrancon Leisure Centre  

• Yr Ysgwrn  

• Oriel Môn  

To enhance the quality of the data, we amended our original plan and a second visit was 

arranged with each of the centres. This enabled us to carry out more observations and to 

have more 1:1 conversations with workers and service users. In some situations, we visited 

the venue three times, mainly as it was not busy enough at the receptions in previous visits 

to offer enough opportunities for the field officer to observe.  
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Impressions following the field work  

It is important to note that the reception staff of each venue observed can speak Welsh to an 

advanced level, if not fluently. 

Visually, the Active Offer was operational in every venue with examples of work language 

resources being used, and an entirely bilingual visual environment across the organisations 

and receptions. This includes any visual use of technology e.g. screens. 

One of the key factors that emerged was that conversations were more likely to happen 

through the medium of English if reception staff did not initiate the conversation with the 

service user. Sometimes the reception staff did not greet visitors as they approached the 

desk but waited quietly for the visitor to make an enquiry first, without being greeted. 

Although this feels quite natural in terms of provision - it placed the responsibility on the 

service user to choose which language to use. 

If a service user was greeted in Welsh or bilingually as they arrived, it was more likely that 

the visitor would answer in Welsh. 

This was evident in one particular location, as the reception staff were not sitting behind the 

desk waiting to welcome visitors. Instead, they sat in an office/staffroom behind the 

reception. They approached the desk when they saw visitors coming in. This meant that the 

visitor always made the first greeting. In this location, most of the conversations between 

reception staff and service users happened in English. There were exceptions when the 

visitors already knew the staff and had spoken Welsh with them in the past - these 

conversations had been held in Welsh.  

Staff in all venues in the study were able to speak Welsh to a high standard, however there 

were examples where reception staff were used to speaking English with each other. This 

was very obvious in one particular location, where all the staff had become accustomed to 

only speaking English with each other. This meant that the language of the workplace also 

turned more towards English than Welsh. Staff at this reception answered the phone in 

English, greeted visitors in English, and visitors could hear them discussing with each other 

in English as they approached the desk. After discussing this with the staff, they explained 

that English was the first language for the majority of the reception staff and the venue 

attracted many visitors from outside Wales. This is what influenced their chosen language. 

In organisations that have a connection to Welsh culture and history, or venues located in 

areas where Welsh was the majority language in the community, visitors chose to speak 

Welsh even without an initial greeting from the staff. Having spoken informally with service 

users about this it became apparent: 

• that the visitors were local people who knew the staff.  

• that the visitors had been to the location previously and knew it was possible to 

speak Welsh there. 

• that the visitors understood that the venue had a connection with history and culture 

and they linked that with the staff who were very likely to be able to speak Welsh as a 

result. 

It was very interesting to see how Welsh learners chose what language to use in the 

reception. On several occasions, Welsh learners felt comfortable to continue the 

conversation in Welsh because the staff in reception had started the conversation in Welsh. 
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We obtained useful and important information by enquiring with a service user who was a 

Welsh learner about what influenced their language choice.  
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It was noted:  

• that Welsh learners who were parents were keen to speak Welsh with the 

reception staff. One common reason for this was that they wanted to 

encourage their children to speak Welsh and wanted to be an example for 

them. 

• that learners were eager to utilise their new skills. 

• that learners who have reclaimed the Welsh language for their families wish 

to see a firm foundation for future generations in terms of community use. 

• that learners need firm support to make the important step of using the Welsh 

language outside the classroom.  

Having spoken informally with service users it emerged that a number had difficulty in 

defining their language skills. A number were unwilling to say they were Welsh speakers as 

they were not very confident in their language skills, and many of them understood Welsh 

but did not feel confident enough to speak it in a formal situation e.g. public service 

reception. 

On the whole, the staff in each venue were very supportive of using the Welsh language and 

were able to continue with Welsh medium conversations with ease.  Nevertheless, it was 

evident that encouraging use of the Welsh language was not a priority for the staff, therefore 

unless a person started the conversation in Welsh, whether they had a Welsh accent or not, 

the staff continued the conversation in English.   

Our main findings from the observation exercise included:   

• that the active offer was operational in every reception to some extent, but that this 

was not always enough to encourage using the Welsh language - service users 

needed to hear Welsh being spoken to know for certain that Welsh was in use.   

• the opportunity for reception staff to make a difference to the chosen language of the 

service user is very limited - this is what highlights the real importance of that first 

greeting from staff.  

• that a high percentage of interactions take place between service users and staff who 

already knew/were familiar to each other. 

Focus Groups  

To confirm our findings from the observations and to provide a further voice for the staff in 

the research, we decided to hold focus groups with service users.  

Three virtual focus groups were held with service users to gather their ideas directly and give 

them an opportunity to discuss amongst each other.  Although we managed to hold the 

groups, we were disappointed by the attendance numbers (for these virtual groups) despite 

our efforts to promote them with the support of project officers from Cyngor Gwynedd and 

the Local Services Board. Nevertheless, the discussions held in small groups were very 

useful and the ideas that were gathered were certainly helpful as we went about working on 

the training resource.  
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The Project Output (Training and a Guidance)  

Dr Osian Elias from Swansea University analysed all of the data that was gathered and 

worked with IAITH staff to prepare an appropriate training session for front-line staff. 

To confirm the client's satisfaction with the final produce (training session and guidance for 

staff), two consultation sessions were held with first contact services managers to verify the 

content and experiment with teaching methods. A copy of the PowerPoint presentation for 

that consultation session has been appended. (Appendix A) 

The presentation addresses: 

• the context of the work  

• behavioural change theory  

• the factors that influence linguistic choices 

• the most effective way of implementing positive influences 

• instigate a discussion on the way forward (to support the work of developing 

guidance).  

After the first session, the project staff suggested the need to simplify the content by using 

less behavioural change theory and placing greater focus on the outcomes of the research 

thus far and on recommendations for front-line staff. This was agreed to, and a second 

session was presented based on this advice. 

Following the second session there was positive feedback and many tips from the managers 

on how to go about holding a staff training session and what would be suitable in terms of 

training guidance. It was agreed that the training session needed to be: 

• light-hearted and practical in terms of content  

• brief (approx. 45 minutes)  

• based on the 'how' and not on the theory 

• using language that was simple and to the point  

• one Welsh session and one bilingual/English medium session  

It was also agreed that the guidance needed to:  

• frame language choice in the context of 'customer care'  

• be brief and lively in terms of text 

• colourful and attractive  

• set out simple action points  

• offer language support  

• include space for staff to put their own workplace's stamp on the work. 

 

The Training and the Guidance  

Two 45 minutes 'Customer Care and the Welsh Language' sessions were held on 17 

February.  



8 
 

The aim of the session was to introduce the guidance and provide some advice to managers 

on how to encourage staff to use the guidance effectively.  See a copy of the training in 

Appendix B. 

Essentially, the Guidance included a list of recommendations for staff to follow to advance 

the Active Offer by encouraging service users to use their Welsh. The points include:  

1. Understanding language choice - the brief background that everyone needs to know. 

2. Environment - the difference between what you see and hear, and the importance of 

the aural aspect.  

3. Greeting - the importance of greeting the service user and taking responsibility for the 

language choice.  

4. Response - how to respond in different situations and subject to the staff's language 

skills level.  

5. Record - important to remember the language choice, so that the service user does 

not have to ask time and time again.  

The guidance also includes top tips, a check list, useful links to external bodies and a 

vocabulary section to offer some examples but also providing space for staff to record terms 

are of importance to their specific workplace. There is also space to note the contact details 

of other staff who could support them with Welsh medium provision. 

 

The following feedback was received after the training/introducing the guide:  

• Very clear advice based on robust research. 

• Very useful suggestions. 

• The information was easy to read and easy to follow. 

• Good points to support staff to use the Welsh language on the reception. 

• The tutor was very clear in her presentation and explained and reiterated the 

importance of ensuring and reminding our staff of the importance of offering the 

active offer at all times.  

• Was explained clearly. 

• The importance of staff speaking Welsh to each other within a customer-based 

environment. 

• Liked the information about the research and the guidance. 

• Understanding that providing audio in Welsh may help people feel they can speak 

Welsh. 

• The training was very valuable in delivering the Welsh language.  

In terms of points to improve the training:  

• Examples of good practice that had been observed such as the photo of the 

reception in Cathays would be useful. 

• Maybe a in-person session would be better with staff who work in receptions in order 

for them to converse and raise matters more naturally than online. But this is not 

what this course was. 

• Discuss the problems of different departments.  
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The Guide   

Page 1   
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Appendix A: 'First Contact Services Consultation Session' PowerPoint slides. 
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Appendix B: PowerPoint slides: Introducing the guidance 
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