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FOREWORD

 
 
The National Offender Management Service 
(NOMS) in Wales recognises the need to develop 
innovative ways of working with women who 
come into contact with the criminal justice system 
in Wales. Many of these women are themselves 
victims of domestic abuse and NOMS in Wales 
are therefore piloting enhanced services in the 
community, which recognise and address the 
specific needs of female offenders. 
 
As part of this work, The National Offender 
Management Service (NOMS) awarded Innovation 
Funding to Llamau in 2014 to develop an innovative 
approach across voluntary sectors organisations to 
support female offenders in order to reduce their 
offending and re-offending. The Llamau Project has 
particularly focused on domestic abuse services and 
service user engagement – The Llwybrau Project.  
 
The Llwybrau Project has focused upon developing 
a coordinating voluntary sector model to 
enable providers to work more collaboratively; 
facilitating access to domestic abuse services for 

female offenders and producing a service user 
engagement model as an integral feature of service 
design and delivery.  
 
Llamau and their staff have worked energetically 
within a very short timeframe to produce a  
number of products which are warmly welcomed. 
This report on the Llwybrau Project presents a  
very interesting picture of existing community-
based provision for female offenders in Wales 
along with a number of recommendations for 
further consideration. 
 
The report will contribute to improving multi-
agency service delivery to female offenders, which 
will be of value not just to the range of providers 
engaged in this work in Wales but also across the 
UK more widely. 
 
Tony Kirk 
Head of Stakeholder Engagement 
National Probation Service 
NOMS in Wales



4  |  The Llwybrau Project 

1. Introduction 9

2. Literature Review 11 

3. Part 1: Mapping of Welsh Domestic Abuse   
 One Stop Shops 18 

4. Results 20

5.  Findings. 42

6. Part 2: A journey of Domestic Abuse  
 One Stop Shops 44

7.  Themes: Questionnaires 47

8.  Themes: Interviews 53

9.  Lessons Learned 59

10.  WomenCentre: Calderdale and Kirklees 61

11.  The future of Welsh Domestic Abuse  
 One Stop Shops 63

12.  Part 3: Llwybrau Model 66

13.  Service Delivery Model 74

14.  References 79 

15. Appendices 81

CONTENTS

4 | The Llwybrau Project 



The Llwybrau Project  |  5

1. Introduction 9

2. Literature Review 11 

3. Part 1: Mapping of Welsh Domestic Abuse   
 One Stop Shops 18 

4. Results 20

5.  Findings. 42

6. Part 2: A journey of Domestic Abuse  
 One Stop Shops 44

7.  Themes: Questionnaires 47

8.  Themes: Interviews 53

9.  Lessons Learned 59

10.  WomenCentre: Calderdale and Kirklees 61

11.  The future of Welsh Domestic Abuse  
 One Stop Shops 63

12.  Part 3: Llwybrau Model 66

13.  Service Delivery Model 74

14.  References 79 

15. Appendices 81

1The terms One Stop Shop, Centre and Multi Agency Centre are used interchangeably throughout this report.

EXECUTIVE SUMMARY

INTRODUCTION

In 2014, Llamau was awarded National Offender 
Management Service (NOMS) Innovation Funding to 
explore the use of One Stop Shops / Multi Agency 
Centres1 in reducing reoffending among Women 
in Wales. The project comprised of two elements. 
The Llwybrau Pilot, which Llamau delivered from 
the Caerphilly Multi Agency Centre, aimed to test 
a coordinated and responsive approach through 
Voluntary, Community and Social Enterprise (VCSE) 
organisations to support female offenders and reduce 
their offending and re-offending. The second element 
was The Llwybrau Research Project, which aimed 
to assess the feasibility of utilising existing Welsh 
Domestic Abuse One Stop Shops to support Welsh 
women offenders. The Llwybrau Research Project 
comprised 3 parts:

• Part 1: Mapping of Welsh Domestic Abuse One 
Stop Shops outlining where the existing Domestic 
Abuse One Stop Shops are in Wales and how they 
currently operate. 

• Part 2: The Journey of Welsh Domestic Abuse 
One Stop Shops selecting a sample of One Stop 
Shops to study in more depth.  

• Part 3: The development of a Service Delivery 
Model based on good practice to effectively 
support women offenders, and those at risk of 
offending. The model has been created using 
findings and feedback from stakeholder and 
service user consultations that have occurred 
during the project, including a specific pathway for 
those who have experienced domestic abuse.

BACKGROUND

Research suggests that a significant number of women 
who have already offended or are at risk of offending 
have experienced domestic and/or sexual abuse 
either at the time of their offending or previously. 
The impact of domestic abuse is well documented 
and victims are likely to have complex needs which 
require the support and intervention of multiple 
services and agencies, both statutory and third 
sector. In order to meet the needs of victims, Wales 
has aimed to establish a Domestic Abuse One Stop 
Shop in each local authority. This model varies from 
England where the One Stop Shop model is more 
focussed on offending.

AIMS

As victims of domestic abuse and women who have 
already offended or are at risk of offending often have 
a variety of complex needs, there is likely to be some 
crossover with support that is provided by Domestic 
Abuse One Stop Shops and the support required 
to meet the needs of women offenders. It is good 
practice to look at new methods to meet the needs 
of the most vulnerable in society and particularly 
so in times of austerity and tightening budgets. 
However, in order to ascertain whether or not Welsh 
Domestic Abuse One Stop Shops are an appropriate 
setting and tool to support women offenders, it is 
essential that there is a fuller understanding of how 
they are currently operating, what adaptation may 
be required and to also have a clear outline of how 
they have grown thus far, to gauge the potential for 
further development.
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METHODOLOGY

Part 1: Mapping of Welsh One Stop Shops -  
questionnaires were distributed to each Domestic 
Abuse One Stop Shop across Wales. The 
questionnaires were completed with each participant, 
either via telephone or email. The majority of 
centre managers completed their questionnaire via 
telephone. However, the majority of Domestic Abuse 
Coordinators completed theirs via email.  

Part 2: The Journey of Welsh Domestic Abuse One 
Stop Shops - four Welsh Domestic Abuse One Stop 
Shops were selected as an example of the various 
service models and a mixed methods approach was 
taken to the study. This included a questionnaire 
which was to be completed by both staff members and 
volunteers that regularly worked from or were based 
within the One Stop Shop. Semi-structured interviews 
were conducted with participants who had played an 
important role in the establishment and development 
of a Welsh Domestic Abuse One Stop Shop. Interviews 
took place over the telephone and face to face. 

Part 3: The Llwybrau Model - findings from both 
Part 1 and Part 2 were combined with information 
obtained from visiting three centres which have been 
recognised as examples of best practice. These centres 
were the North Wales Women’s Centre, WomenCentre 
in Calderdale and Kirklees and 218 Centre in Glasgow. 
Extensive consultation was also undertaken with 
over 100 stakeholders and service users from across 
Wales. The examples of good practice were identified 
and used to develop a service delivery model for 
women offenders.

RESULTS

Part 1: Mapping of Welsh Domestic Abuse One  
Stop Shops 

• There are three types of Domestic Abuse One 
Stop Shops in Wales: Concentrated provision, where 
a number of services and all provision is set in 
and works from one location. Dispersed provision 
refers to those centres where some services and 
agencies are set in the centre, but other locations 
are regularly utilised to provide support and 
services. Civic centre based provision refers to One 
Stop Shops which are located in council offices and 
in the same building as council run services. 

• There are 21 Domestic Abuse One Stop Shops 
across 19 Local Authorities. Bridgend and Swansea 
are both in the process of establishing a One Stop 
Shop and Powys currently does not have one. 
Both Conwy and Denbighshire have two One Stop 
Shops in their Local Authorities.  

• There is variation in accessibility, drop in provision 
and the range of agencies co-located within the 
centres. 10 of the 21 One Stop Shops only had 
domestic abuse specific services co-located. 

• All One Stop Shops reported good partnership 
working and named a wide range of agencies 
and services that they work closely with to meet 
client’s needs. 

• Despite there being a lack of specific offending 
focussed support/programmes delivered from 
the One Stop Shops, participants felt that women 
offenders and those at risk of offending were 
fundamentally part of the service user group 
being worked with and supported. There was high 
awareness and understanding among participants 
of the links and correlation between domestic 
abuse and offending. 
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Part 2: The Journey of Welsh Domestic 
Abuse One Stop Shops 

• Welsh Domestic Abuse One Stop Shops have 
developed considerably since initial Welsh 
Government capital funding in 2007. They are 
regarded as playing an important strategic role 
in meeting the needs of victims of domestic 
abuse, raising awareness of domestic abuse and 
encouraging and facilitating multi-agency working. 

• Participants felt that the Domestic Abuse One Stop 
Shops have improved communication between 
agencies, partnership working and the overall 
response to victims of domestic abuse. 

• The attendance and engagement of agencies  
that are not domestic abuse specific was identified 
as an issue. This was reflected and is visible in 
the inconsistent range of co-located agencies in 
Domestic Abuse One Stop Shops across Wales. 
This was attributed to limited resources in 
all organisations. 

• There was conflict and challenge between 
promoting awareness of Domestic Abuse One  
Stop Shops and the stigma of attending them. 
There needs to be a balance between raising 
awareness of available support, having a visible 
presence in the community and avoiding those 
attending the centre being labelled or stigmatised 
as a victim or offender. 

• All centres had received Welsh Government capital 
funding but had struggled to access revenue 
funding. This was cited as being the main constraint 
to the function and operation of the centres. It also 
was felt to have impacted on the scope and quality 
of services and programmes provided. 

Part 3: The Llwybrau Model 

• A woman centred approach is essential and each 
woman should be treated as a woman first and 
foremost. Services should avoid labelling women as 
‘victim’ or ‘offender’. Recognition should be given to 
the complexities of women’s lives and needs. 

• Centres should be women only spaces which 
enable professionals and service providers to 
manage risk effectively and maintain the safety of 
the women accessing the centre. This by no means 
restricts the clientele that co-located or partner 
agencies work with, or results in male victims of 
domestic abuse being excluded. Services for male 
victims, perpetrators and offenders can continue 
to be delivered at an alternative location. This 
work can take place in other community settings 
and venues, without impacting on the safety 
and security of the women within the centre. 
Fundamentally women should feel safe and 
confident within the centre in order to progress 
and feel empowered. 

• There needs to be adequate drop in provision 
and good links with other agencies to form clear 
and simple referral pathways. Services need to 
establish and assign a key worker to each woman 
who will navigate her journey through support. 

• Nine ‘branches’ of support have been developed 
by the project which reflect the needs of both 
women who have offended or are at risk of 
offending and those who have experienced 
domestic abuse. Support should be holistic and 
wrap-around, it should be flexible and adaptable. 
A woman should be able to access numerous 
branches at any one time. 

• Women who have offended or are at risk of 
offending and have experienced domestic abuse 
should be treated and responded to as any other 
woman regardless of their history or support 
needs. Support should be non-judgemental and 
non-discriminatory.
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RECOMMENDATIONS 

• Welsh Domestic Abuse One Stop Shops should 
be re-branded to reflect the diversity of support 
available. ‘Women’s One Stop Shop, Centre or 
Multi Agency Centre’ would clearly communicate 
its function and purpose, whilst also ensuring a 
good level of security and anonymity is provided 
to those women attending. The name should focus 
upon the woman rather than a specific issue. It 
may also encourage other agencies to buy-in to 
the model as it would appeal to and encompass a 
larger cohort of their clientele and may also create 
an opportunity to diversify their funding streams. 

• Each Centre should have a manager who can liaise 
and engage with external agencies to encourage 
‘buy-in’ and raise awareness of the centre. They 
would also coordinate and maintain the operation 
of the centre and co-located services, and drive the 
continuing development of the One Stop Shop. 

• This report was not intended to focus on issues 
of funding. However, during the process of 
researching and compiling this report, the issue  
of funding as a challenge or barrier was repeatedly 
raised by participants. Therefore, although it is 
not our role to recommend a funding structure 
or formula, we recommend that the issue of 
long term sustainability and alongside this, 
appropriate funding is more widely considered. 
We suggest it is appropriate that the problem of 
funding experienced day to day by the centres is 
considered at a strategic level in order to ensure 
consistency of service is achieved across the board 
and the presence of One Stop Shop provision 
across Wales is preserved.  

• The VCSE sector should work more closely with 
services that specialise in the Criminal Justice 
System to ensure a full range of services aimed 
at the prevention of reoffending could be found 
in each One Stop Shop. This could be achieved 
through the adoption of the Llwybrau Service 
Delivery model. The centres appear to be built on 
strong foundations of a woman centred approach, 
multi-agency working and an understanding of 
working with women with complex needs. It is 
likely, considering the links with domestic abuse 
and offending, that these centres are already 
providing support to women offenders, although 
this data is not universally recorded. Therefore it 
seems logical that they could play a valuable and 
more formal role in supporting women who have 
offended or are at risk of offending.
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1.1 BACKGROUND

Research suggests that a significant number 
of women who have offended or are at risk of 
offending have experienced domestic and/or 
sexual abuse either at the time of their offending 
or previously. The impact of domestic abuse is well 
researched and victims are likely to have complex 
needs which require the support and intervention 
of multiple services and agencies, both statutory 
and third sector. In order to meet the needs of 
victims Wales has aimed to establish a Domestic 
Abuse One Stop Shop in each local authority. This 
model varies from England where the model of 
provision within One Stop Shops is more heavily 
focused on offending. 

The first Welsh Government funded One Stop 
Shop in Wales was established in Torfaen in 2008. 
By 2009 a total of sixteen One Stop Shops had 
been established across Wales. The aim of the 
centres was to have a ‘drop-in’ service in each local 
authority, where victims could receive advice and 
guidance. Ideally these should be accessible five 
to six days a week. One Stop Shops were designed 
to enable any victim of domestic abuse, male, 
female or a child, to access the centre and have all 
their needs met by relevant services. There was 
no explicit expectation by Welsh Government for 
which services should be co-located or involved 
with the One Stop Shops. However, the aim was 
to have consistent and clear referral pathways 
between agencies.

This report, funded by the National Offender 
Management Service (NOMS), sets out to  
assess the feasibility of utilising and developing 
existing Domestic Abuse One Stop Shops to reduce 
the prevalence of reoffending among Welsh 
women offenders.

The Llwybrau Project that Llamau will deliver 
includes the development, piloting and testing of  
a co-coordinated and responsive approach through 
innovative partnership to build capacity and 
capability in Voluntary, Community and  
Social Enterprise (VCSE) organisations to support 
female offenders and reduce their offending  
and re-offending. 

There are three key elements to the  
Llwybrau project. 

These are:

• A service mapping exercise: outlining where 
the Domestic Abuse One Stop Shops are in 
Wales and how they are operating. 

• An in depth overview of Welsh One Stop 
Shops: Selecting a sample of One Stop Shops 
to study in more depth.  

• A service delivery model based on good 
practice: to effectively support women 
offenders and those at risk of offending, with 
specific consideration given to the needs of 
those who have experienced domestic abuse 
and sexual violence. Thereby preventing 
reoffending in a holistic manner. Using 
findings and feedback from stakeholder and 
service user consultations that have occurred 
during the project. 
 

1. INTRODUCTION
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1.2 PROJECT AIMS

The executive aim of the Llwybrau project is to 
assess the possibility of developing Domestic 
Abuse One Stop Shops in Wales to provide 
resettlement support to Welsh women offenders. 
Victims of domestic abuse and women who have 
offended or are at risk of offending often have a 
variety of complex needs. Consequently, there is 
likely to be some crossover with support that is 
provided by Domestic Abuse One Stop Shops and 
the support required to meet the resettlement 
needs of women offenders. It is good practice 

to look at new service delivery methods to meet 
the needs of the most vulnerable in society and 
particularly so in times of austerity and tightening 
budgets. However, in order to ascertain whether 
or not Domestic Abuse One Stop Shops are an 
appropriate or effective method of supporting 
women offenders it is essential that there is a fuller 
understanding of how they are currently operating, 
what adaptation may be required and to also have 
a clear outline of how they have grown thus far, to 
gauge the potential for further development.
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2.1 WHAT IS DOMESTIC ABUSE?

Domestic abuse is defined by the Home Office as: 

“Any incident or pattern of incidents of controlling, 
coercive or threatening behaviour, violence or abuse 
between those aged 16 or over who are or have been 
intimate partners or family members regardless of gender 
or sexuality. This can encompass but is not limited to the 
following types of abuse: psychological, physical, sexual, 
financial and emotional.

Controlling behaviour is: a range of acts designed to make 
a person subordinate and/or dependent by isolating them 
from sources of support, exploiting their resources and 
capacities for personal gain, depriving them of the means 
needed for independence, resistance and escape and 
regulating their everyday behaviour.

Coercive behaviour is: an act or a pattern of acts of 
assault, threats, humiliation and intimidation or  
other abuse that is used to harm, punish, or frighten  
their victim.”*

*This definition includes so called ‘honour’ based 
violence, female genital mutilation (FGM) and forced 
marriage, and is clear that victims are not confined to 
one gender or ethnic group. 
 
 
Domestic abuse encompasses a range of controlling 
and harmful behaviours. It includes various forms 
of physical and sexual violence and involves a wide 
range of controlling, intimidating and coercive 
deeds. Control and coercion are key aspects of 
domestic abuse and underpin the behaviours and 
abuse that take place. The Duluth Wheel of Power 
and Control illustrates the dynamics of abuse and 
types of behaviours and actions involved (Duluth, 

2007). Physical, sexual, psychological and financial 
abuse are all key features of domestic abuse and 
as such may have a wide ranging and extensive 
impact upon victims and their children (Harne & 
Radford, 2008). Isolation is also a key element of 
domestic abuse and the perpetrator will often 
control and monitor what interaction a victim has 
with family, friends and the wider community. This 
behaviour compounds the feelings of isolation and 
dependence for the victim and act as barrier to 
them being able to access or seek support to escape 
the abuse (Shipway, 2004). Furthermore there are 
a range of strategies that a perpetrator will use to 
control and coerce the victim and ensure that they 
are trapped within the relationship; these include; 
threats, degradation, objectification, deprivation, 
an overburden of responsibility and a distortion 
of subject reality resulting in victims lacking self- 
confidence and belief ( Kirkwood, 1993 cited in 
Harne & Radford, 2008).

2.2 WHO DOES IT AFFECT?

Abuse occurs across cultures, class, religions, race, 
sexuality and gender. However, although men 
experience domestic abuse at the hands of a female 
perpetrator, research and statistics show that women 
are disproportionately affected (Walby & Allen, 
2004). Furthermore it is suggested that men and 
women’s experiences of abuse vary as the dynamics, 
pattern and level of abuse is significantly different 
and their needs are also dissimilar. 1 in 9 women 
have experienced severe force from a partner since 
the age of 16, compared to 1 in 20 men. Women are 
also found to be at greater risk of sexual assault and 

2. LITERATURE REVIEW

The Llwybrau Project  |  11
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stalking (Robinson & Rowlands, 2006). Moreover, 
interviews conducted with men reporting abuse in 
the Scottish Crime Survey suggest that a significant 
number of those men were perpetrators, or had 
been violent with their partner (Gadd et al, 2002). 
This finding was supported by two independent 
evaluations of a domestic abuse service for male 
victims based in Wales. The evaluations found that 
nearly half of all men who had been referred and  
were disclosing abuse at the hands of a female 
partner; were actually known to be abusive and/
or violent towards their partner (Robinson & 
Rowlands, 2006; Nolan, 2011). Research conducted 
in 2011 showed that over half of female murder 
victims (aged sixteen or over) had been killed by a 
partner, ex-partner or lover. In comparison just five 
per cent of murdered men (aged sixteen or over) 
had been killed by a partner, ex- partner or lover 
(Coleman et al, 2011). 

As recognised, domestic abuse may occur regardless 
of race, religion or ethnicity; however, the style and 
impact may differ significantly between various 
cultures. For example, forced marriages, female 
genital mutilation and so called ‘honour’ killings are 
generally specific to certain minority ethnic groups 
(Harne & Radford, 2008). Recent information also 
suggests that in the UK, Middle Eastern and South 
Asian women are most at risk of being a victim of 
forced marriage and so called ‘honour’ based violence 
(Siddiqui, 2013). Furthermore, research has shown 
that the power imbalance between men and women, 
and Caucasian and Black, Asian and Minority Ethnic 
(BAME) groups is likely to be a barrier for BAME 
female victims, making it more challenging for them 
to escape from an abusive relationship and seek 
support (Voice 4 Change England & NAVCA, 2012). 
Research conducted in 2007 suggests that there is 
a higher prevalence of domestic abuse within both 
the Irish traveller and English Gypsy communities. 
The survey of married English gypsy women found 
that 61% had been a victim of domestic abuse, 
81% of married women within the Irish traveller 
community had also been victimised (Cemlyn et al, 
2009). In recent times, with an increasing recognition 

of the unique and distinctively different challenges, 
risks and needs of BAME women there has been an 
emergence and development of specialist services 
for this group. The organisations providing this 
support have campaigned for BAME women to 
be recognised and represented in UK policy and 
legislation. As a result there has been an increasing 
awareness and understanding of the variances of 
violence and abuse, against women and girls from 
minority ethnic groups.

Although there are a limited number of surveys, 
at both a local and national level measuring the 
prevalence of domestic abuse amongst Lesbian, Gay, 
Bi-sexual and Transgender (LGBT) groups, research 
has suggested that one in four people in a same sex 
relationship will experience domestic abuse. This 
figure suggests that domestic abuse is as prevalent 
in same sex relationships as in heterosexual 
relationships (Henderson, 2003). An evaluation of 
referrals to a domestic abuse service for men in 
South Wales, found that thirty per cent of clients 
were either gay or bi-sexual (Robinson & Rowlands, 
2006; Nolan, 2011). The domestic abuse experienced 
by LGBT people may involve particular and diverse 
dynamics and risks. Their sexual orientation and 
gender identity may be used by a partner, ex-
partner or family member to exert control over 
them and place them at greater risk of being abused 
(Robinson & Rowlands, 2006). Research has found 
that sexual and physical assaults are more likely to 
be experienced by gay men than lesbian women, 
who are more likely to be a victim of emotional abuse 
(Donovan et al, 2006). LGBT people’s experiences of 
hate crime may be inter-linked with domestic abuse, 
and could include threats to expose their sexuality 
or gender identity to family, friends and the wider 
community. Furthermore, control, coercion and 
violence may be used by the individual’s family on the 
basis of their sexuality and gender identity, and could 
include issues such as forced marriage, so called 
‘honour’ based violence and ‘corrective’ rape (Harvey 
et al, 2014). The links with hate crime are likely to 
act as a barrier to LGBT victims of Domestic Abuse 
accessing support and advice; they may be concerned 
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that by accessing support services they may make 
themselves identifiable as LGBT and therefore more 
vulnerable to hate related attacks and incidents 
(Harvey et al, 2014). Furthermore, research has 
found that lesbian, gay and bi-sexual individuals are 
less likely to feel protected by the police and are at 
greater risk of feeling discriminated or harassed by 
members of the police force, this was particularly 
evident for LGBT people who were victimized (Williams 
& Robinson, 2007). These issues, coupled with an 
assumption of heterosexuality within gender specific 
domestic abuse services, demonstrates that there are 
significant challenges and barriers to LGBT people 
seeking and receiving support (Harvey et al, 2014). 

2.3 DOMESTIC ABUSE AND COMPLEX NEEDS

The impact of domestic abuse on the lives of female 
victims is well researched and evidence shows that 
significant psychological, physical and social damage 
is caused to victims and their children (Harne & 
Radford, 2008). The most extreme result of domestic 
abuse is the murder of victims. Two women are killed 
each week in Britain by a current or previous partner 
(Home Office, 1999; Department of Health, 2005). 
Furthermore, correlations between domestic abuse 
and suicides show that many victims feel as though 
they are unable to cope or escape and may feel that 
suicide is their only option (Shipway, 2004). Every 
year around 500 women who have been a victim of 
domestic abuse in the previous six-month period 
commit suicide (Walby 2004 cited in Puckett, 2014). 
South Asian women in the UK are also significantly 
more likely to commit suicide than other groups; 
data suggests that they are three times more likely 
than other women to kill themselves, a figure which 
is associated with the higher prevalence of abuse, 
oppression and control within their relationships and 
families (Saddiqui & Patel, 2011).

Due to the complex and intense effects of domestic 
abuse, many victims may experience feelings of 
powerlessness, isolation and fear, all of which limit 

their independence. Therefore, many are unable 
to escape the abuse relationship without extensive 
and adequate support (Berru, 2008). Research has 
shown that women are far more likely to internalise 
issues which may arise from experiencing violence 
and abuse; this internalisation is likely to lead to 
long-term poorer mental health (Green et al, 2004). 
Domestic abuse often leads to victims experiencing 
a wide range of issues including anxiety, depression, 
low self-confidence and poor health (Shipway, 2004). 
These issues have significant implication on the 
victim’s ability to manage their stress, finances,  
self-care and parenting skills (McNulty et al, 2009). 

There are also significant links with victims and 
substance misuse. Research suggests that victims of 
domestic abuse are up to nine times more likely to 
misuse drugs and fifteen times more likely to misuse 
alcohol than the general population of women 
(Stark and Flitcraft, 1996). Furthermore, substance 
misuse can be used both as a coping mechanism for 
women and/or as a tool for perpetrators to exert and 
maintain control over them (Swan et al, 2000). The 
presence of a substance misuse issue may present 
a barrier and challenge to women accessing support 
services, and may expose them to discrimination and 
reinforce their isolation. It may also make it difficult 
for professionals and the individual themselves to 
identify as a victim of domestic abuse (Women’s Aid, 
2014). It is important to recognise that alcohol and 
substance misuse may be used by a perpetrator to 
excuse and minimise the abuse, however, research 
has found that even if substance misuse has ceased 
the abuse and violence still continues (Taylor, 2003).

Housing is often a key issue for victims of domestic 
abuse. There are over 7000 women and children 
staying in refuge on any given day across the country 
(Women’s Aid, 2013). Research has found that the 
majority of women who have lived in a refuge have 
valued the provision of a safe and secure temporary 
home where they can meet other women who 
have had similar experiences. This environment 
provides residents with the opportunity to build new 
relationships and find support from others which can 
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enable them to overcome some of the devastating 
impacts of domestic abuse (Davis, 2003). 
 
Furthermore, outside of refuge, the support that 
women receive from housing providers can often 
have a major impact on their ability to integrate 
into the community and live independently (Davis, 
2003). In a Welsh context, the Welsh Government 
has emphasised that although refuge is an essential 
feature in high-risk cases, the devastating and 
traumatic impacts for women and children who 
have to flee and leave their home mean that more 
should be done to support victims to remain in their 
home by removing the perpetrator and holding them 
accountable (Welsh Government, 2010, 2013).  

2.4 DOMESTIC ABUSE AND CHILDREN

Perpetrators can often extend their controlling and 
abusive behaviour across the whole of the household 
to include the children and family pets. Domestic 
abuse is likely to have a serious and significant impact 
on children living in a home where abuse and violence 
is present. Research has shown that children can 
often be direct victims of abuse, witness incidents 
or be included and involved in the abuse (Moylan 
et al, 2009). In Wales, it is estimated that around 
150,000 children and young people are affected by 
domestic abuse at any one time (NSPCC Cymru, 2010). 
Furthermore, research suggests that domestic abuse 
is present in the homes of almost three quarters of 
children on the Child Protection Register (Puckett, 
2014). Research also suggests that children living with 
domestic abuse are three times more likely to be 
victims of physical abuse at the hands of their abusive 
father (Ross, 1996) and that in 40% - 66% of domestic 
abuse cases the perpetrator is also directly abusing 
the children (Edelson, 1999). In two thirds of Serious 
Case Reviews where a child had died, domestic abuse 
had been a present factor in the family background 
(Brandon, 2009).

2DACC is a Gwent wide initiative which involves numerous agencies accessing a shared database. All calls to the police regarding Domestic Abuse in any 24hour period are added to the 
database and are then discussed in a conference call the following day. A range of statutory and third sector organisations attend the conference call, share information and develop a 
safety plan for the victim. https://www.gwent.police.uk/advice-and-guidance/victims-of-crime/domestic-abuse/the-role-of-policing/daily-conference-calls/ 

The consequences of abuse for children are wide 
ranging and can have a significant impact on their 
social, physical and emotional development and well-
being. Many children may experience feelings of fear 
and panic resulting in them suffering from anxiety 
(Meltzer et al, 2009). This can further impact the 
children’s ability to perform well in school, make friends 
and manage relationships (McGee, 2000). Furthermore 
of 100,000 children that run away from home each year 
in Britain, 80% say they do so to escape violence, abuse 
and/or conflict in the home (Children’s Society, 1999). 
Children who experience or witness domestic abuse, 
are likely to display more emotional and behavioural 
difficulties such as anxiety, depression and aggression. 
They are also at greater risk of suffering with mental 
health issues as adults (Humphries, 2006).

2.5 VICTIMS OF DOMESTIC ABUSE IN WALES

The response and approach to domestic abuse in 
Wales has changed dramatically over time. Immense 
progress in the attitudes and responses of Welsh 
Government, statutory agencies and third sector 
services towards domestic abuse has taken place. 
This has seen innovative interventions such as the 
Domestic Abuse Conference call (DACC)2, Multi-Agency  
Risk Assessment Conference (MARAC) and an 
improvement in the outcomes for victims (Harne 
& Radford, 2008). A recognition and increasing 
awareness of the complex issues that are linked to 
domestic abuse have resulted in a movement towards 
a multi- agency approach. This has been supported 
by successive policies, legislation and strategies at a 
government level to support the fight against domestic 
abuse. It is clearly evident from policies and responses 
which have been introduced by the Welsh Government 
that domestic abuse is taken seriously and has a 
solid place on the agenda. Moreover, Wales has been 
identified as one of the leading innovators in their 
approach, interventions and awareness campaigns of 
domestic abuse (Robinson et al; 2012).
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In 2010, the Welsh Government introduced a six 
year strategy for tackling domestic abuse. ‘The Right 
to be Safe’ provides direction and guidance in how 
domestic abuse should be tackled and managed 
by agencies working in Wales. Partnership working 
and a multi-agency approach is an integral part of 
the strategy and is recognised as the most effective 
way of meeting victims’ needs (Welsh Government, 
2010). More recently, a new Gender Based Violence, 
Domestic Abuse and Sexual Violence (Wales) Bill 
has been introduced which aims to provide a more 
strategic approach to addressing these issues. It 
focusses on a number of areas including, awareness 
and prevention, strengthening the strategic leadership 
and accountability, and improving the consistency 
and quality of service provision in Wales (Welsh 
Government, 2014). The Housing (Wales) Bill (2014) 
also addresses the needs of victims of domestic abuse 
and emphasises the importance of a multi-agency 
approach in which housing providers play a key role. 
In 2007, Baroness Corston’s report also identified 
the importance of addressing the needs of women 
in the Criminal Justice System and stated that more 
community based programmes and support should 
be provided to prevent custodial sentences and 
offer alternatives to imprisonment. Links between 
offending and domestic abuse were emphasised and 
the provision of One Stop Shops was encouraged. 
From this report the Women’s Turnaround Project was 
commissioned by NOMS Cymru and launched in 2007. 
It was also around this time that Domestic Abuse One 
Stop Shops were emerging, however, there was no 
correlation between the two projects and both were 
targeting specific groups which, at that point in time, 
were seen as being completely separate. 

A large number of One Stop Shops, Women’s Centres 
and Multi-Agency Centres have been established 
across England, however, their development varies 
from the development of Welsh One Stop Shops 
as their initial focus and specialism wasn’t always 
domestic abuse. In many cases they have originated as 
health centres, women’s wellness centres or skills and 
training centres, and have expanded to incorporate 
a range of services to meet their clients’ needs. As 

outlined earlier, the model of delivery in England often 
focuses on offending rather than domestic abuse. This 
is a key difference in provision. 

2.6 WOMEN’S OFFENDING

The routes, causes and types of offending vary 
significantly between men and women, with women’s 
offences more likely to be of an acquisitive nature and 
less likely to be a violent or serious crime (Earle et al, 
2014). One study found that 28% of women’s crimes 
were financially motivated (Cabinet Office Social 
Exclusion Task Force, 2009 cited in Prison Reform 
Trust, 2014). More than a third of sentences given to 
women offenders were for theft from a shop, and 
81% of those women in the prison population were 
unemployed 4 weeks before receiving a custodial 
sentence; both of which supports theories relating 
women’s offences to finance and poverty (Prison 
Reform Trust, 2014). In a significant number of cases, 
women have been coerced or forced to commit an 
offence by an abusive partner and are particularly 
vulnerable to sexual exploitation and trafficking 
(Beckett, 2013). Committing crime to support another 
person’s addiction was reported by 48% of women 
in a study conducted in 2013 (Light et al 2013, cited 
in Prison Reform Trust, 2014). Furthermore, one 
study suggests that 66% of imprisoned women have 
committed offences in order to fund a drug addiction 
(Ministry of Justice 2013, cited in Prison Reform Trust 
2014). These links between substance misuse and 
offending will be discussed and explored further 
in this report.
 
2.7 WOMEN IN PRISON

The number of women in prison in England and 
Wales more than doubled between 1995 and 2010 
(Ministry of Justice 2014, cited in Prison Reform Trust, 
2014). Women often receive harsher punishments 
for less severe crimes compared to men; a possible 
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explanation for this is that their offending they have 
deviated from what is perceived to be the norm for 
their gender (Mc Neish & Scott, 2014). For example, 
12% of men in prison were serving a sentence for 
their first conviction, compared to 26% of all women in 
prison (Ministry of Justice 2012, cited in Prison Reform 
Trust, 2014). From March 2013 to March 2014 the 
majority of women in prison were serving short term 
sentences of 6 months or less (Ministry of Justice 2014, 
cited in Prison Reform Trust, 2014). In 2010 figures 
suggested that of those women leaving prison, 45% 
were reconvicted within one year (Prison Reform Trust, 
2014). This would suggest that prison as a means of 
punishment and deterrence is not wholly effective and 
fails to address the underlying issues of offending. 
Furthermore, research has shown that women tend to 
suffer from and experience more challenges within the 
penal system and are more likely to have a substance 
misuse or mental health issue. There are greater rates 
of suicide, self-harm and eating disorders within the 
female prison population, compared to that in men’s 
prisons (Department of Health, 2003). 
 
2.8 WOMEN OFFENDERS AND COMPLEX NEEDS

Research has found that there are strong links 
between domestic abuse, substance misuse, mental 
health issues, financial difficulties and offending. 
A survey of women in prison found that 75% had 
recently been a victim of domestic abuse and 18% 
had been raped (Duffy & Hyde, 2011). Further studies 
have shown that 53% of women in prison reported 
experiencing childhood abuse compared to 20% of 
the general public. Furthermore, 50% had witnessed 
violence in their home during childhood compared to 
14% of the general population (Prison Reform Trust, 
2014). These statistics would suggest that exposure 
to violence, abuse and trauma is closely linked to 
offending for women.

Substance misuse is also a key issue for women 
offenders and statistics show that a significant 
number of women’s offences are linked to funding 

a drug or alcohol addiction. A survey conducted in 
2008 showed that 58% of women in prison had used 
Class A drugs in the 4 weeks before imprisonment, 
however, the real figure may be much higher as 
women may be reluctant to disclose substance 
misuse due to fear of their children being taken into 
care (Stewart, 2008). Research suggests that alcohol 
misuse is also a key issue for many women offenders 
with more than half of women feeling that they had 
a problem with alcohol and that their drinking was 
out of control (Ministry of Justice, 2013 cited in Prison 
Reform Trust, 2014).

In addition to links with abuse, trauma and substance 
and alcohol misuse, there are also strong links 
between women offenders and mental illness. 
Women prisoners were six times more likely than 
women in the general population to have attempted 
suicide at any point in their lives (Ministry of 
Justice, 2013, cited in Prison Reform Trust, 2014). 
Furthermore, numerous studies have found that a 
significant number of women in prison suffer with 
mental health issues such as depression, anxiety and 
psychosis (Ministry of Justice, 2013, cited in Prison 
Reform Trust 2014; Plugge et al, 2006, cited in Prison 
Reform Trust, 2014). In 2010, for each 1,000 women 
in prison there were 2,982 incidents of self- harm 
(Ministry of Justice, 2014). 
 
2.9 WOMEN OFFENDERS AND CHILDREN

There is currently no systematic monitoring or 
recording of prisoners’ parental situation in the UK, 
therefore, it is difficult to say definitively how many 
prisoners are also parents and how many children 
are affected by parental imprisonment. This issue was 
recognised in 2007 by a Government review of the 
children of offenders, with particular concerns raised 
around the lack information sharing and awareness of 
their support needs (Ministry of Justice, 2007).

 A survey conducted in 2009 suggested that 
approximately 200,000 children in the UK had a 
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parent in prison (Ministry of Justice 2012, cited 
in Prison Reform Trust, 2014). In 2010, research 
estimated that there were 17,240 children with 
a mother in prison (Wilks-Wiffen, 2011). 20% of 
mothers in prison were lone parents before being 
sentenced, compared to 9% of the general population 
(Social Exclusion Unit, 2002 cited in Prison Reform 
Trust, 2014). This issue is then compounded for 
Black and Ethnic Minority women in prison as they 
are statistically more likely to be single parents than 
white British women (HM Chief Inspector of Prisons, 
2009, cited in Prison Reform Trust, 2014). The Corston 
Report suggested that only 9% of children with a 
mother imprisoned are cared for by their father, this 
figure highlights the disruption and damage caused 
to children by having a mother absent (Corston, 
2007). A study conducted in HMP Styal showed that 
70% of mothers imprisoned had children removed 
from their care, and the remaining 30% were being 
cared for by family (Hamilton & Fitzpatrick, 2006, 
cited in Prison Reform Trust, 2014). 

The loss or absence of a parent and in particular a 
mother, who is most often the primary carer, can be 
traumatic and cause significant emotional and social 
damage (King, 2002). Research suggests that the risk 
of poverty, debt, housing instability and delinquency 
is increased for children of those in prison (Prison 
Reform Trust, 2014). Furthermore, a study in 2002 
showed that of the women who had been living with 
or in contact with their children before prison, only 
50% had received a visit from their children since 
imprisonment (Social Exclusion Unit, 2002 cited in 
Prison Reform Trust, 2014). 

2.10 WOMEN OFFENDERS IN WALES

Whilst Criminal Justice is a non-devolved issue, the 
Welsh Government’s Programme for Government 
maintains a commitment to reduce crime as it 
impacts on communities across Wales. Welsh 
Government are a key member of the Integrated 
Offender Management (IOM) Cymru partnership, 

led by the National Offender Management Service 
(NOMS) in Wales and Welsh police forces, which has 
developed the Wales Reducing Reoffending Strategy 
(2014-2016). The strategy recognises that crime 
and reoffending can only be reduced through the 
development of effective support services which 
provide the opportunity to address factors which 
are linked to crime and reoffending. The strategy 
provides the framework for the delivery of this 
multi-agency approach to addressing offending 
across criminal and social justice agencies and 
places the reduction of reoffending in a wider 
context and sphere. 

Between 2012 and 2013, 510 Welsh women were 
sentenced to custody with a further 1,234 starting 
community orders. 256 Welsh women were in prison 
in December 2013 however, there are currently no 
women’s prisons in Wales which means that Welsh 
women who receive a custodial sentence have to 
serve that sentence in a number of English prisons. 
Most women prisoners are held in Eastwood Park; 
the average distance from home for those inmates 
from Wales is 64 miles, which is likely to have an 
adverse effect upon relationships with family and 
friends (Prison Reform Trust & Soroptimist, 2014). 
However, with research suggesting custodial 
sentences are ineffective; alternatives to custody are 
now being considered and explored by a range of 
organisations and agencies.
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The purpose of the mapping exercise is to provide 
an overview and better understanding of where and 
how Domestic Abuse One Stop Shops are currently 
provided across Wales. This informs the more in 
depth evaluation of services later in the document, 
which examine the barriers, challenges and success 
experienced by these centres. This will provide a 
solid contextual background detailing how they have 
developed thus far, and how they may progress 
in the future.  

3. MAPPING OF WELSH DOMESTIC ABUSE ONE STOP SHOPS

18  |  The Llwybrau Project 

The researchers have mapped Domestic Abuse 
One Stop Shops, Multi- Agency Centres (MAC) and 
Women’s Centres across the 22 Local Authorities 
(LA) in Wales and provided an outline of co-located 
agencies, partner organisations, surgeries and services 
available at each centre. They have also investigated 
whether women offenders are currently accessing 
these services. 
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3.1 METHODOLOGY

3.1.1 RESEARCH DESIGN

As the purpose of this mapping exercise was to 
provide a brief overview of Domestic Abuse One 
Stop Shops across Wales and was the first phase in 
a larger study, a questionnaire was identified as the 
most appropriate and effective method to obtaining 
information. The questionnaire (appendix A4) enabled 
the researchers to map services in an efficient 
and consistent manner, and supported a focussed 
approach to data collection. 

Information was obtained by completing the 
questionnaire either via telephone or email, 
depending on convenience for the participant. The 
design of the questionnaire was informed by the 
nine Resettlement Pathways3 for women offenders, 
which are reflective of the complex needs of victims 
of domestic abuse. Time spent completing the 
questionnaire and the levels and depth of information 
provided, varied between participants. 

3.1.2 PARTICIPANTS

A purposive sample of One Stop Shop managers and 
Domestic Abuse Co-ordinators (DAC) from each local 
authority (LA) was used. This only changed where 
either role was not currently filled; and in the case 
of centre managers, acting managers were then 
included. There were separate questionnaires for 
centre managers and DACs as the information needed 
was slightly different. 
 
3.1.3 METHOD 
 
A directory of One Stop Shops was provided by Welsh 
Government which enabled the researchers to make 
initial contact with the managers. Likewise a list of 
DACs was provided which enabled the researchers 
to make contact. 

3  The Nine Resettlement Pathways for Women Offenders: Accommodation; Skills and Employment; Health; Substance Misuse; Finance, Benefits and Debt; Children, Families  
and Relationships; Attitudes, Thinking and Behaviours; Abuse, Rape and Domestic Abuse; Prostitution

A questionnaire was completed with each participant, 
either via telephone or email. The majority of 
centre managers completed their questionnaire via 
phone. However, the majority of DACs completed 
theirs via email.  

Welsh Government also shared information they held 
on One Stop Shops with the researchers which was 
checked and included in the results and profiles for 
each One Stop Shop and Local Authority. 

Where available, information was included from a 
report by Co-ordinated Action Against Domestic Abuse 
(CAADA) which evaluated domestic abuse services 
in South Wales. 

Each One Stop Shop was asked to provide a summary 
of their organisation either via telephone or email. All 
summaries, located in the results section of the report, 
contain information provided and written by the 
participants themselves.

3.1.4 LIMITATIONS

In the process of mapping, it became evident that 
some of the questions were being interpreted in 
a number of different ways. For example, there 
was some confusion around the terms co-location 
and single referral pathway. However, where there 
appeared to be confusion, specific efforts were made 
by researchers to contact the participant and clarify 
the information obtained via email and telephone. 
As some of the information was obtained over the 
telephone and some via email, the responses were 
not fully consistent, for example a small number of 
participants did not submit a summary of their centre. 
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4.1 BLAENAU GWENT

BACKGROUND INFORMATION:

Blaenau Gwent in South Wales has a population of approximately 69,789. In 
2011 the majority of the population were between the ages of 45 and 64. The 
area has the lowest percentage of the population identifying themselves as of a 
Minority Ethnic Background in Wales, equalled by Flintshire (1.5%). The area has 
the highest percentage of people classified as International Labour Organisation 
(ILO) unemployed in Wales, at 6.9% of the population4. In comparison to the rest 
of Wales, the area has the highest percentage of people aged 16 or over with no 
qualifications (36%). The area has the highest percentage of children eligible for 
free school meals in Wales (23.8%) (Welsh Government, 2014). Blaenau Gwent is 
within the Gwent Police Force area.

GWENT DOMESTIC ABUSE SERVICE (GDAS)

Information supplied by GDAS about the centre:

‘GDAS is a registered charity which runs as a One 
Stop Shop to deal with anyone affected by Domestic 
Abuse. There are 11 members of staff located at the 
centre who work within domestic abuse. Male and 
female perpetrator programmes, a perpetrator worker 
and the Home Start service are provided. They work 
in partnership with a number of various agencies 
and services and have an informal agreement with 
Kaleidescope (both agencies use each other’s buildings 

when necessary). They also attend the Daily Domestic 
Abuse Conference Call (DACC) and Multi-Agency Risk 
Assessment Conference (MARAC) and feel that the 
DACC enables them to link with partners regularly  
and facilitates partnership working.  
 
They work with women offenders who present 
as victims and female perpetrators. GDAS also 
work with probation to support this group. This 
service/programme is currently being evaluated by 
Cardiff University’.

ACCESSIBILITY: 

Monday-Friday, Appointment Only

CO-LOCATED AGENCIES & SERVICES: 

Home Start & GDAS

AGENCIES HOLDING SURGERIES 
& REGULARITY:

Victim Support; Social Services; Police; CAB; 
Kaleidoscope (all on an ad hoc basis)

PARTNERSHIP ORGANISATIONS:

Housing (LA & RSL); Education Welfare Officer; 
Hafan Cymru; Probation

4 A person aged 16 to 74 is classified as unemployed if they are not in employment are available to start work in the next two weeks, and either looked for work in the last four weeks  
or are waiting to start a new job. Full-time students are not included.

4. RESULTS
A table and map of Welsh One Stop Shops, including addresses, can be found in 
Appendix A1 and A2. A brief description of each organisation included in this report 
(including co-located and partner agencies) can be found in Appendix A3.
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4.2 CAERPHILLY 

BACKGROUND INFORMATION:

Caerphilly is in South Wales with a population of approximately 179,247. The 
majority of the population are between the ages of 45 and 64. 1.7% of the 
population identify themselves as of a Minority Ethnic Background. 5.1% of 
the population are classified as ILO unemployed (Welsh Government, 2014). 
Caerphilly is within the Gwent Police Force area. 
 
 
 

CAERPHILLY MULTI AGENCY CENTRE

Information supplied by Caerphilly Multi Agency Centre:

‘The centre provides single point of contact for any 
victim of domestic abuse within Caerphilly. Bawso, 
Victim Support, Llamau, IDVA and Counselling service 
are co-located within the centre. Llamau provide a 
holistic wrap around support service for victims and 
their families providing access to specialist services 
including homelessness prevention, family safety 

worker, crisis intervention work, individual support 
and group programmes for children and young 
people. MARAC is regularly held within the centre. 
Llamau works with individuals who are referred to 
domestic abuse services with offending history. There 
are no specific programmes for women offenders but 
support is available for all women who are or have 
been suffering from domestic abuse in the One Stop 
Shop, regardless of whether they are offenders or not’.

ACCESSIBILITY: 

Monday-Friday, 9am-5pm

CO-LOCATED AGENCIES & SERVICES: 

Llamau; IDVA; Victim Support; BAWSO

AGENCIES HOLDING SURGERIES 
& REGULARITY:

Legal Services; Substance Misuse (all ad hoc)

PARTNERSHIP ORGANISATIONS:

MIND; Housing (LA & RSL); Drugaid; Health; 
Mediation; Social Services; Police; CAB; Families 
First; Community Safety Team; Education
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4.3 CARDIFF

BACKGROUND INFORMATION:

Cardiff is in South Wales and is the Capital and largest city in Wales. The population 
is estimated to be 351,710, the highest in Wales. The population density is the 
highest in Wales at 2,505.1 persons per square kilometre. Cardiff has the highest 
percentage of households which are overcrowded in Wales (10.4%). The majority 
of the population are between the ages of 25 and 44. Cardiff has the highest 
percentage of people identifying themselves as of a Minority Ethnic Background 
in Wales (15.3%). 4.4% of the population are classified as ILO unemployed (Welsh 
Government, 2014). Cardiff is within the South Wales Police area. 

CARDIFF WOMEN’S CENTRE

Information supplied by Cardiff Women’s Centre:

‘At the centre there are 11 Independent Domestic 
Violence Advisor (IDVA’s), 5 legal surgeries, Remploy, 
CAB, MIND, BAWSO and a counselling team. They 
offer the freedom programme and have IDVA trained 
specialist psychological advisors. They work with all 

services and have both formal referral pathways and 
informal agreements. The majority of services operate 
on a surgery basis. There are no specific programmes 
for women offenders but support is available for all 
women who are or have been suffering from domestic 
abuse in the One Stop Shop, regardless of whether 
they are offenders or not.’

ACCESSIBILITY: 

Monday-Friday, Drop-in, 9am-6:20pm,
Women Only

CO-LOCATED AGENCIES & SERVICES: 

IDVA; Women’s Aid

AGENCIES HOLDING SURGERIES 
& REGULARITY:

Legal Services; Remploy; SOVA; CAB; MIND; 
BAWSO (all ad hoc)

PARTNERSHIP ORGANISATIONS:

All relevant agencies
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4.4 CARMARTHENSHIRE

BACKGROUND INFORMATION:

Carmarthenshire in South West Wales has a population estimated to be 184,681. 
The majority of the population are between the ages of 45 and 64. 1.9% of the 
population identify themselves as of a Minority Ethnic Background. 3.7% of 
the population are classified as ILO unemployed (Welsh Government, 2014). 
Carmarthenshire is within the Dyfed-Powys Police Force area. 

1 STOP CARMARTHEN

Information supplied by 1 Stop Carmarthen 
about the centre:

‘Hafan Cymru (lead agency) and Carmarthen Domestic 
Abuse Services (CDAS) are both based at 1 Stop 
Carmarthen but only for booked appointments. 
A drop in service is available at their offices, 
both of which are around the corner from 1 stop 
Carmarthen. The premises are used by both Hafan 
Cymru and CDAS for meetings and service user 
appointments. Carmarthenshire’s Domestic Abuse 
Co-ordinator is based at the centre and is currently 
managing the premises.

Victim Support, Seren and the Independent Domestic 
Violence Advisor (IDVA) service are co-located within 

the premises with BAWSO offering a weekly drop-
in surgery. The premises also include a gym for 
staff and services users, counselling rooms and a 
hot desk system. 

1 Stop Carmarthen works in partnership with local 
safeguarding team, supporting people, refuge 
providers, West Wales Substance Misuse Service, 
Prism, probation, the police and run confidence, self-
esteem and budgeting activities from the centre. 

There is no single referral pathway. 1 Stop Carmarthen 
does not work directly with women offenders but 
are currently in discussion with the local probation 
office about running a service for women offenders 
from the premises.’

ACCESSIBILITY: 

The One Stop Shop building is used for pre-
booked meetings and appointments. Drop-ins 
are available at two other locations nearby

CO-LOCATED AGENCIES & SERVICES: 

Victim Support; Seren; IDVA; Gym located on 
premises; Hafan Cymru; CDAS

AGENCIES HOLDING SURGERIES 
& REGULARITY:

BAWSO (weekly drop-in)

PARTNERSHIP ORGANISATIONS:

Safeguarding Team; Supporting People; 
Women’s Aid; West Wales Substance Misuse 
Service; Prism; Probation; Police
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4.5 CEREDIGION

BACKGROUND INFORMATION:

Ceredigion is in Mid Wales and has a population estimated to be 75,964. The 
population density is the second lowest in Wales at 42.5 persons per square 
kilometre. The majority of the population are between the ages of 45 and 64. 
3.3% of the population identify themselves as of a Minority Ethnic Background. 
The area has the lowest percentage of people classified as ILO unemployed 
in Wales (2.6%). In comparison to the rest of Wales, the area has the lowest 
percentage of people aged 16 or over with no qualifications (19.8%). The area 
also has the lowest percentage of lone parent households in Wales (4.8%) (Welsh 
Government, 2014). Ceredigion is within the Dyfed-Powys Police Force area. 

ABERYSTWYTH ONE STOP SHOP

Information supplied by Aberystwyth One Stop Shop 
about the centre:

‘The One Stop Shop in Aberystwyth is the registered 
office of West Wales Women’s Aid. Support workers, 
admin and management are based there. Service 
users from the Aberystwyth Refuge and those on 
Floating Support attend support sessions at the 
One Stop Shop. The Independent Domestic Violence 
Advisor (IDVA) also has an office there. Outreach 
services are also provided at the One Stop Shop and 
service users often have coffee mornings there.

Other agencies which regularly use the One Stop Shop 
include Mosely George Solicitors (domestic abuse 
specialists), Social Services, Team around the Family, 
Citizens Advice Bureau, Seren, Drug and Alcohol Abuse 
agencies, Mental Health Services, Ceredigion Care 
Society, the Police and Housing Department.

They regularly run the Freedom Programme and 
Recovery Toolkit at the premises. They provide 
crèche facilities when programmes are run. The STAR 
programme has been run for the 7-11 age groups at 
the One Stop Shop. Staff trainings and meetings are 
also held there.

When funding is available other people hold workshops 
and counselling sessions at the One Stop Shop. Digital 
inclusion workshops are booked for the coming 
month. They have often hosted trainings for other 
organisations, for example Hidden Sentence Training to 
support the families where family member is in prison.

The premises are secure with a safe door entry 
system, panic alarm, proper fire safety system – all of 
which are regularly maintained.’

ACCESSIBILITY: 

Monday-Friday, 9am-5pm

CO-LOCATED AGENCIES & SERVICES: 

IDVA; Women’s Aid

AGENCIES HOLDING SURGERIES 
& REGULARITY:

n/a

PARTNERSHIP ORGANISATIONS:

Housing; Police; PPU; Social Services; Health; 
Legal Services; Team Around the Family (TAF); 
BAWSO; CAB
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4.6 CONWY

BACKGROUND INFORMATION:

Conwy is in North Wales with a population of approximately 115,835. The majority 
of the population are between the ages of 45 and 64. 2.3% of the population 
identify themselves as of a Minority Ethnic Background. 4.1% of the population 
are classified as ILO unemployed (Welsh Government, 2014). Conwy is within the 
North Wales Police Force area. 

ABERCONWY DOMESTIC ABUSE SERVICES 

Information supplied by Aberconwy Domestic Abuse 
Services about the centre:

‘Aberconwy Domestic Abuse Services (DAS) provide 
refuge provision, legal advice clinic and One Stop Shop 
for men and women in crisis. BAWSO is co-located 
within the premises and North Wales Police have their 
own room which they can access by key as / when 
desired. The centre also has office space that it is 
able to rent. They work in partnership with the Local 
Authority’s Housing and Homelessness departments 
and local housing associations, BAWSO, CAIS, the 
Citizens Advice Bureau, local schools and legal 

services. Aberconwy DAS are able to make referrals 
to other specialist services as / when needed, support 
their service users to attend appointments with other 
agencies and the local authority’s homelessness 
department regularly attend the refuges to run 
appointments for service users.  

Aberconwy DAS work with women offenders but 
only if other domestic abuse support needs are also 
present. There are no specific programmes for women 
offenders but support is available for all women who 
are or have been suffering from domestic abuse, 
regardless of whether they are offenders or not.’

ACCESSIBILITY: 

Monday-Friday, Drop-in, 10:30am-3:30pm

AGENCIES HOLDING SURGERIES 
& REGULARITY:

Legal Services (ad hoc)

PARTNERSHIP ORGANISATIONS:

Housing (LA & RSL); Cyngor Alcohol Information 
Service (CAIS); CAB; Local Schools

CO-LOCATED AGENCIES & SERVICES: 

IDVA; BAWSO

ACCESSIBILITY: 

Monday-Friday, Drop-in, 9am-5pm

CO-LOCATED AGENCIES & SERVICES: 

Colwyn Bay Women’s Aid; Counsellors (ad hoc); 
Carers Outreach

AGENCIES HOLDING SURGERIES 
& REGULARITY:

Legal Services (monthly); Substance Misuse; 
Social Services; Rape and Sexual Abuse 
Counselling (RASAC); Police (all ad hoc)

PARTNERSHIP ORGANISATIONS:

Mental Health Services; CAADomestic Abuse 
DASH RA; Youth Offending Team

COLWYN BAY ONE STOP SHOP

No summary information about the centre was supplied
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4.7 DENBIGHSHIRE

BACKGROUND INFORMATION:

Denbighshire is in North East Wales and has a population estimated to be 
94,510. The majority of the population are between the ages of 45 and 64. 2.6% 
of the population identify themselves as of a Minority Ethnic Background. 4.2% 
of the population are classified as ILO unemployed (Welsh Government, 2014). 
Denbighshire is within the North Wales Police Force area. There are two Domestic 
Abuse One Stop Shops in Denbighshire, The North Wales Women’s Centre and 
Rhyl Women’s Aid. 

NORTH WALES WOMEN’S CENTRE 

Information supplied by the North Wales  
Women’s Centre:

‘The North Wales Women’s Centre offers provision 
for all women aged 16 and over with a variety of 
needs to access support, training and social activities 
based on the 9 Offending Pathways. The centre offers 
a One Stop Shop for domestic abuse, as well as an 
Independent Domestic Violence Advisor (IDVA), various 
case workers and a Families First Family Resilience 
worker. Another worker is funded by Gibran to offer 
the ‘Connect’ and ‘Going home’ projects to women 
offenders. The IDVA service is co-located within the 
premises and BAWSO run a weekly drop-in surgery. 

The centre works in partnership with a wide range 
of other service providers including Hafod (the 
centre’s biggest referrer), Hafal, Hafan Cymru, 

Denbighshire Council, Shelter, various housing 
associations, Women’s Aid groups, SARC, CAIS, the 
Drug Intervention Programme, Bangor University 
and Llandrillo College who run regularly digital 
inclusion sessions, CAB and the Money Advice 
Service. The centre has its own counselling service 
and volunteers attend a psychiatric unit of a local 
hospital. The centre also runs a gardening and social 
club for service users. 

The centre staff also signpost and refer to 
other agencies as / when needed and has 
available office space.  
 
Direct work is undertaking with women offenders on 
a one-to-one basis by the Connect and Going Home 
projects funded by Gibran. Women offenders are also 
able to access everything that the centre has to offer.’

ACCESSIBILITY: 

Monday-Friday, Drop-in, 9am-5pm

CO-LOCATED AGENCIES & SERVICES: 

IDVA; Gibran; Families First

AGENCIES HOLDING SURGERIES 
& REGULARITY:

BAWSO (drop-in); Bangor University  
(digital inclusion)

PARTNERSHIP ORGANISATIONS:

Housing (LA & RSL); Women’s Aid; Cyngor 
Alcohol Information Service; Sexual Abuse 
Referral Centre; Drug Interventions Programme; 
Llandrillo College; CAB; Money Advice Service; 
Local Psychiatric Ward
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RHYL WOMEN’S AID 

Information supplied by Rhyl Women’s Aid: 

‘Rhyl Women’s Aid has One Stop Shop status and 
offers crisis domestic abuse refuge provision for 
women and children under 18, outreach and floating 
support and a drop-in facility. They also have 
dispersed refuge units for men and women when 
shared refuge spaces are not suitable. BAWSO are also 
co-located within the premises.  

Rhyl Women’s Aid works in partnership with the Local 
Authority’s housing departments, Clwyd Allen and 
Tai Clwyd housing association, Hafan Cymru, CAIS, 
CAB, social services, local solicitors, the police and 
Independent Domestic Violence Advisor (IDVA)

service. They also deliver Welsh Women’s Aid’s  
STAR education programme in local schools.  
Denbighshire operates a single referral pathway – 
all referrals go via Supporting People who allocate 
service users to services. The One Stop Shop has 
informal agreements with police and local solicitor 
firms. Service users are signposted to the North Wales 
Women’s Centre for counselling.  
 
Women offenders are able to access support however 
only if they also present with other relevant support 
needs. There are no specific programmes for women 
offenders but support is available for all women who 
are or have been suffering from domestic abuse, 
regardless of whether they are offenders or not.’

ACCESSIBILITY: 

Drop-in until 2pm

CO-LOCATED AGENCIES & SERVICES: 

Women’s Aid; BAWSO

AGENCIES HOLDING SURGERIES 
& REGULARITY:

Legal Services (ad hoc)

PARTNERSHIP ORGANISATIONS:

Housing (LA & RSL); CAIS; CAB; Hafan Cymru; 
North Wales Women’s Centre; IDVA; Police; 
Social Services
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4.8 FLINTSHIRE

BACKGROUND INFORMATION:

Flintshire is the most north-easterly county in Wales. The population is estimated 
to be 153,240. The majority of the population are between the ages of 45 and 64. 
The area has the lowest percentage of the population identifying themselves as of 
a Minority Ethnic Background in Wales, equalled by Blaenau Gwent (1.5%). 3.9% 
of the population are classified as ILO unemployed (Welsh Government, 2014). 
Flintshire is within the North Wales Police Force area. 

DOMESTIC ABUSE SAFETY UNIT (DASU) SHOTTON

Information supplied by the Flintshire Domestic 
Abuse Safety Unit:

‘Flintshire Domestic Abuse Safety Unit (DASU) offer 
domestic abuse crisis and outreach support services 
to men and women. They manage the Independent 
Domestic Violence Advisor (IDVA) service in Flintshire 
as well as refuge and the Freedom Programme. They 
also run a volunteer programme and Coffee Plus–a 
regular social gathering for ex-service users. 
BAWSO are co-located at the centre, with the Local 

Authority, CAB and legal services also using office 
space when needed. The DASU work in partnership 
with RASAC, Quest, housing associations (Clywd Alyn, 
Wales & West), Women’s Aid groups, CDAT, CAIS, 
counselling services, CAB, the Dyn service and local 
mental health teams.  
 
There are no specific programmes for women 
offenders but support is available for all women who 
are or have been suffering from domestic abuse, 
regardless of whether they are offenders or not.’

ACCESSIBILITY: 

Monday, Tuesday, Thursday Drop-in,  
9:30am-4pm, Wednesday,
Appointment only

CO-LOCATED AGENCIES & SERVICES: 

IDVA; BAWSO; Women’s Aid

AGENCIES HOLDING SURGERIES 
& REGULARITY:

Legal Services (ad hoc); CAB (weekly)

PARTNERSHIP ORGANISATIONS:

RASAC; Quest; Housing (LA & RSL); CDAT; CAIS; 
Dyn Project; Mental Health Services; Social 
Services; CAB; Health
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ACCESSIBILITY: 

Monday-Friday, Drop-in, 9am-5pm
Sessions & Appointments held in the evening

CO-LOCATED AGENCIES & SERVICES: 

IDVA; Gorwel

AGENCIES HOLDING SURGERIES 
& REGULARITY:

Legal Services; Agored; URDD; CVSC; Victim 
Support; PPU; Gisda; Food Bank; Community 
Safety Partnership; CCG

PARTNERSHIP ORGANISATIONS:

Housing; Police; PPU; Social Services; Health; 
Food Bank

4.9 GWYNEDD

BACKGROUND INFORMATION:

Gwynedd is in North West Wales with a population estimated to be 121,911. The 
population density is 48.1 persons per square kilometre. The majority of the 
population are between the ages of 45 and 64. 3.5% of the population identify 
themselves as of a Minority Ethnic Background. 3.6% of the population are 
classified as ILO unemployed (Welsh Government, 2014). Gwynedd is within the 
North Wales Police Force area. 
 

DERWYDD ONE STOP SHOP(DE GWYNEDD DOMESTIC ABUSE SERVICES)

No summary information about the centre was supplied
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4.10 ISLE OF ANGLESEY 

BACKGROUND INFORMATION:

The Isle of Anglesey is an island off the North West coast of Wales and has a 
population estimated to be 70,091. The majority of the population are between 
the ages of 45 and 64. 1.8% of the population identify themselves as of a Minority 
Ethnic Background. 4.7% of the population are classified as ILO unemployed (Welsh 
Government, 2014). Isle of Anglesey is within the North Wales Police Force area. 

 

YNYS MON ONE STOP SHOP

Information supplied by the Ynys Mon One Stop Shop:

‘Every referral received is treated as individual and the support plan will identify which other agency / partner 
the centre would need to liaise with in order to achieve the best outcomes for the Individual in question.’

ACCESSIBILITY: 

Monday-Friday, 9am-5pm,
Sessions held in the evening,
Monday 6pm-9pm

CO-LOCATED AGENCIES & SERVICES: 

IDVA; Gorwel

AGENCIES HOLDING SURGERIES 
& REGULARITY:

n/a

PARTNERSHIP ORGANISATIONS:

Housing; CAB; Solicitors; Police; PPU; Social 
Services; Health; Drug & Alcohol Services
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ACCESSIBILITY: 

Monday-Thursday, Drop-in, 9am-5pm,
Friday, 9am-4:30pm

CO-LOCATED AGENCIES & SERVICES: 

IDVA; Specialist Court IDVA; BAWSO; DART

AGENCIES HOLDING SURGERIES 
& REGULARITY:

Families First; Almond Tree; CAB; Money Advice 
Service; Llamau (all ad hoc)

PARTNERSHIP ORGANISATIONS:

Housing (LA & RSL); Health; New Pathways; 
Drugaid; Police; Probation

4.11 MERTHYR TYDFIL

BACKGROUND INFORMATION:

Merthyr Tydfil local authority is located in South Wales and is covered by South 
Wales Police force. The Local Authority area’s population was estimated at 
59,567; comprising of just 1.9% of the Welsh population and thus making it the 
smallest local authority area in Wales in terms of population. The majority of the 
population were aged 45-64 and 2.4% of inhabitants considered themselves of 
a Minority Ethnic Background. Merthyr Tydfil also had the highest percentage of 
lone parent households in Wales (9.8%), as well as being the second highest local 
authority area for ILO unemployment rates (5.7%) (Welsh Government, 2014). 

THE TEULU CENTRE

Information supplied by the Teulu Centre:

‘Teulu Multi- Agency Centre (MAC) is a One Stop Shop 
in Merthyr where male and female victims of domestic 
abuse aged 16 and over can drop in and access all 
services. Located in the building are a community 
Independent Domestic Violence Advisor (IDVA) and a 
specialist Court Independent Domestic Violence Advisor 
(CIDVA). A wide number of services hold surgeries 
from the centre on an ad hoc basis these are: Legal 
services, CAB and Money advice service. Almond Tree 
Counselling use pre booked rooms to deliver their 
service, however in return will prioritise any of the 
MAC’s clients that are referred to them. Teulu works 
with many partners in the community and also in 
Rhondda Cynon Taf in line with the regional agenda. 
They have referral pathways for housing, statutory 
health services, counselling services, substance misuse 

agencies, Women’s services and refuge. Teulu is also 
aiming to develop an Accident and Emergency pathway.  

 Teulu work with women offenders who present as 
victims, but don’t have specific service or programmes 
for this group. There are no specific programmes for 
women offenders but support is available for all women 
who are or have been suffering from domestic abuse, 
regardless of whether they are offenders or not. 

CAADA’s review of domestic abuse services states that 
“Teulu MAC acts as a single point of access and triage 
for all domestic abuse referrals including PPD1 police 
referrals, referrals from other domestic abuse services, 
drop in and self-referrals. It provides info and advice 
to professionals and SU’s. There are good interagency 
relationships between Teulu agencies and the police 
and other statutory stakeholders despite there being no 
statutory agency presence.”
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4.12 MONMOUTHSHIRE 

BACKGROUND INFORMATION:

Monmouthshire local authority is located in South East Wales and is covered 
by Gwent Police Force. The area’s population was estimated at 92,100 with the 
majority aged 45-64. In 2011 2% of the population considered themselves of a 
Minority Ethnic Background. The area also had the highest percentage of people 
nationally with qualifications equivalent to NVQ Level 4 and above (33.1%), and  
the third lowest rate of unemployment among Welsh counties, with only 3.4% 
classed as ILO unemployed (Welsh Government, 2014). 
 

MONMOUTHSHIRE MULTI- AGENCY CENTRE (MAC)

Information supplied by the Monmouthshire  
Multi Agency Centre:

‘Monmouthshire Multi- Agency Centre (MAC) has 
a number of co-located services including Llamau 
(MODAS, Emphasis, CHYPS), Kaleidescope, Victim 
Support and Counselling. They have an intervention 
worker trained in Neuro Linguistic Programming 
(NLP) and Cognitive Behavioural Therapy (CBT). Social 
Services and the Mediation Service rent rooms on an 
ad hoc basis. They work in partnership with MIND, 
health visitors, GPs and the Community Psychiatric 

Nurse (CPN). They also work in partnership with 
Monmouthshire Housing, Melin, and Charter, Goals, 
Gwent Substance Misuse GSMCS, and three solicitor 
firms. They have formal service level agreements with 
all partners and feel they have good links.  
 
They deal with women offenders who present as 
victims. There are no specific programmes for women 
offenders but support is available for all women who 
are or have been suffering from domestic abuse, 
regardless of whether they are offenders or not.’

ACCESSIBILITY: 

Monday-Friday, 
Drop-in, 9am-5pm,
Group sessions in the evening

CO-LOCATED AGENCIES & SERVICES: 

Llamau; Women’s Aid; Kaleidoscope; Victim 
Support; Mediation; POVA Team

AGENCIES HOLDING SURGERIES 
& REGULARITY:

Social Services; Bipolar UK; Legal Services  
(all ad hoc)

PARTNERSHIP ORGANISATIONS:

Mind; Health; Housing (LA & RSL); Goals; CAB; 
DYN Project; Biodynamic Therapist; Supporting 
People Team
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ACCESSIBILITY: 

Monday-Friday, 
Drop-in, 9:30am-12pm

CO-LOCATED AGENCIES & SERVICES: 

Calan DVS; Victim Support; Port Talbot  
Women’s Aid; Hafan Cymru

AGENCIES HOLDING SURGERIES 
& REGULARITY:

SARC(ad hoc)

PARTNERSHIP ORGANISATIONS:

Dyn Project; Housing (LA & RSL); Youth 
Offending Team; Probation; Legal Services; 
Police; Social Services

4.13 NEATH PORT TALBOT

BACKGROUND INFORMATION:

Neath Port Talbot local authority is located in South Wales and is covered by 
South Wales Police Force. The estimated population is 139,898, comprising 4.5% 
of the Welsh population and with the majority aged between 45 and 64. In 2011 
1.9% considered themselves of a Minority Ethnic Background, which was among 
the lowest in Wales, and 4.5% were classified as ILO unemployed. Neath Port 
Talbot also had the highest percentages of people in Wales describing themselves 
as having a limiting long-term illness (28%) and whose highest qualification level 
was equivalent to apprenticeship (5.1%) (Welsh Government, 2014). 

NUMBER 17 

Information supplied by Number 17:

‘The One Stop Shop acts as a gateway to other services, 
clients can drop in on Mondays, Wednesdays and 
Fridays between 9.30-12.30. A CAADA DASH will be 
carried out and if High Risk will be referred to MARAC. 
Depending on their lead need clients will be referred to 
the most appropriate service for them. Calan Domestic 
Violence Service (Calan DVS), Victim Support and Port 
Talbot and Afan Women’s Aid are based in the centre. 

They work with women offenders who present as 
victims. There are no specific programmes for women 
offenders but support is available for all women who 
are or have been suffering from domestic abuse, 
regardless of whether they are offenders or not.  
 CAADA’s review of domestic abuse services states that 
“other than rental income for 18 desk spaces there is no 
ongoing funding, that very few people actually drop-
in to the centre and that there is no involvement of 
statutory services.”.’
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4.14 NEWPORT 

BACKGROUND INFORMATION:

Newport local authority is located in South East Wales and is covered by Gwent 
Police Force. The population is estimated to be 146,558, totalling 4.8% of the Welsh 
population and with the majority aged 25-44. After Cardiff, Newport local authority 
is the most densely populated local authority in Wales with 769.2 people per square 
kilometre. In 2011, 10.1% of the population defined themselves as of a Minority 
Ethnic background, making it the second most ethnically diverse local authority 
in Wales. Newport also has the third highest rate of unemployment (5.3%) in the 
country (Welsh Government, 2014). 

ONE STOP NEWPORT

No Summary information supplied by One Stop Newport

ACCESSIBILITY: 

Monday-Friday, 
Drop-in, 9am-5pm

CO-LOCATED AGENCIES & SERVICES: 

Barnardo’s (Domestic Abuse Coordinator); 
BAWSO; Health; Victim Support; Llamau; 
Housing Options; IDVA; One Newport

AGENCIES HOLDING SURGERIES 
& REGULARITY:

Newport Women’s Aid (weekly); Changing 
Lives (twice a week); South Wales Community 
Counselling (twice a week); Take 3 (twice a week)

PARTNERSHIP ORGANISATIONS:

Housing (LA & RSL); Health; New Pathways; 
Drugaid; Police; Probation
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ACCESSIBILITY: 

Drop in 

CO-LOCATED AGENCIES & SERVICES: 

Hafan Cymru; Gwalia; IDVA;  
Adlerian Society; Police

AGENCIES HOLDING SURGERIES 
& REGULARITY:

Legal Services; Social Services; Police; 
Community Safety Partnership (all ad hoc)

PARTNERSHIP ORGANISATIONS:

Housing (LA & RSL); Seren; Prism; Local colleges 
and schools; CAB; Pembrokeshire Care Society

4.15 PEMBROKESHIRE

BACKGROUND INFORMATION:

Pembrokeshire local authority is located in South West Wales and is covered 
by Dyfed-Powys Police Force. The estimated population is 123,261, with 4% of 
the national population and with the majority aged 45-64. Pembrokeshire is 
the fourth most sparsely populated local authority in Wales, with 76.1 people 
per square kilometre. In 2011, 1.9% of the population defined themselves 
as of a Minority Ethnic Background, and 4% were ILO unemployed (Welsh 
Government, 2014). 
 

HAFAN CYMRU, HAVERFORDWEST

Information supplied by Hafan Cymru about the centre: 

Hafan Cymru provide supported housing, probation 
floating support, refuge provision, safe house provision, 
Freedom Programme delivery and drop-in domestic 
abuse and housing services in Pembrokeshire. They 
manage the Haverfordwest One Stop Shop (name 
currently under development). Gwalia, the Adlerian 
Society and the Independent Domestic Violence Advisor 
(IDVA) are co-located at the premises. 

Hafan Cymru work in partnership with Gwalia, local 
housing associations, Seren, Prism, local colleges, 
Citizens Advice Bureau, the Pembrokeshire Care 
Society, local solicitors, Social Services, the Police and 
the Community Safety Partnership. This is done partly 
through formal contracts (counsellors), shared office 
space, joint working on specific projects i.e. probation 
floating support with Gwalia, drop-ins and surgeries. 
Hafan Cymru work directly with women offenders, 
offering one-to-one work, floating support, digital 
inclusion, counselling and activities individually 
tailored to each service user’s needs.’
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ACCESSIBILITY: 

Monday-Thursday, Drop-in, 9am-5pm,
Friday, Drop-in, 9am-4:30pm

CO-LOCATED AGENCIES & SERVICES: 

IDVA; Women’s Aid; Victim Support; Gwalia

AGENCIES HOLDING SURGERIES 
& REGULARITY:

Gwalia; Legal Services (all weekly)

PARTNERSHIP ORGANISATIONS:

Housing Advice and Homelessness;  
Children’s Services

4.16 RHONDDA CYNON TAF

BACKGROUND INFORMATION:

Rhondda Cynon Taf local authority is located in South Wales and is within 
the South Wales Police Force area. The population is approximately 236,114, 
comprising 7.7% of the Welsh population and with the majority aged between  
45 and 64. In 2011 2.6% of the population considered themselves as of a Minority 
Ethnic Background, and 4.7% of the population were ILO unemployed. Rhondda 
Cynon Taf also has one of the highest rates of lone parent households in  
Wales at 9% (Welsh Government, 2014). 

OASIS CENTRE

Information supplied by the Oasis Centre: 

‘The service provides domestic abuse support for both 
male and female victims in RCT and has received Welsh 
Government One Stop Shop funding. Predominantly 
domestic abuse services based within the centre 
including, IDVA, Women’s Aid, Victim Support. They 
work in partnership with other agencies; some of which 
hold weekly surgeries at the centre. They work closely 
with children’s services and attend the MARAC. They 
also have links with housing advice in RCT and RCT 
Homes. They are in the process of bringing counselling 
services into the centre. Gwalia also offer a weekly 
evening service to offer advice and support to those 
people working who may not be able to attend the 
centre during normal daytime hours.  

They have a single referral pathway: All assessments 
are referred to the manager who will then direct 
according to level of risk; Standard risk are handed to 
Victim Support, Medium risk are handed to Gwalia and 
Women’s Aid and high risk to the IDVA. All walk-ins are 
seen by Gwalia. 

They work with women offenders in their supported 
housing provision and all clients who have offending 
as a need are assigned a specialist complex needs 
workers. There are no specific programmes for women 
offenders but support is available for all women who 
are or have been suffering from domestic abuse, 
regardless of whether they are offenders or not. 

CAADA’s review of domestic abuse services identifies 
the Oasis centre as an example of good practice.’
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ACCESSIBILITY: 

No drop-in, used for appointments  
and meetings

CO-LOCATED AGENCIES & SERVICES: 

Families Achieving Change Together Team; 
SOLAS; Atal y Fro; Victim Support

AGENCIES HOLDING SURGERIES  
& REGULARITY:

n/a

PARTNERSHIP ORGANISATIONS:

All relevant agencies

4.17 THE VALE OF GLAMORGAN

BACKGROUND INFORMATION:

The Vale of Glamorgan is located in South Wales and covered by South Wales 
Police Force. The population is estimated at 127,159, with the majority aged 
45-64. In 2011 the area was the fourth most ethnically diverse with 3.6% of the 
population defining themselves as of a Minority Ethnic Background, following only 
Cardiff, Newport and Swansea respectively. The area was also the second lowest 
for the percentage of respondents with no qualifications, with unemployment 
rates in the area falling around the average at 4.3% (Welsh Government, 2014). 

CADOXTON HOUSE

Information supplied by Cadoxton House: 

‘Cadoxton House was awarded funding to become 
a domestic abuse One Stop Shop; however, to date 
that has yet to be fully implemented. A number 
of various services operate from Cadoxton House 

including perpetrator programmes, however, victims 
of domestic abuse do not tend access the centre and 
instead drop in and use ‘Atal y Fro (Women’s Aid)’ 
located on Holton Rd in Barry. Atal Y fro is a domestic 
abuse specific service that provides support in a 
women only setting.’
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4.18 TORFAEN

BACKGROUND INFORMATION:

Torfaen Local Authority area is located in South East Wales and is covered by 
Gwent Police Force. The population is estimated at 91,407, comprising 3% of the 
national population and with the majority aged 45-64. The area is also the third 
most densely populated in Wales with 727.2 people per square kilometre, following 
only Cardiff and Newport respectively. In 2011, the percentage of the population 
considering themselves of a Minority Ethnic Background stood at 2%. Torfaen also 
has one of the highest unemployment rates, with 4.8% of the population classified 
as ILO unemployed (Welsh Government, 2014). 

THE CHRYSALIS CENTRE

Information supplied by the Chrysalis Centre: 

‘Torfaen Women’s Aid provides support to women 
and children who have experienced Domestic 
abuse and Sexual Violence. The following services 
are delivered; domestic abuse and Sexual Violence 
services, 3 refuges, Crisis Intervention drop in centre, 
Community support, 24 hour helpline, domestic abuse 

Education and Training, Children’s Worker, Children 
and young people after school club/ STAR programme, 
A dedicated and qualified IDVA (Independent Domestic 
violence advocate) service, a dedicated and qualified 
ISVA (Independent Sexual violence advocate) service. 
Counselling service delivered by qualified volunteers, 
Health Nurse weekly, legal advice. Hafan Cymru are 
also co-located within the building. ‘

ACCESSIBILITY: 

Monday-Friday, 
Drop-in, 9am-5pm

CO-LOCATED AGENCIES & SERVICES: 

IDVA; Women’s Aid; Hafan Cymru; ISVA

AGENCIES HOLDING SURGERIES 
& REGULARITY:

Health Nurse; Legal Services (all weekly)

PARTNERSHIP ORGANISATIONS:

All relevant agencies
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ACCESSIBILITY: 

Monday, Tuesday, Thursday & Friday,
Drop-in, 10am-2pm

CO-LOCATED AGENCIES & SERVICES: 

Women’s Aid

AGENCIES HOLDING SURGERIES 
& REGULARITY:

Shelter Cymru; Legal Services; RASAC; NSPCC

PARTNERSHIP ORGANISATIONS:

Housing (LA & RSL); Domestic Abuse 
Coordinator; Welfare Rights; Social Services

4.19 WREXHAM

BACKGROUND INFORMATION:

Wrexham local authority area is located in North East Wales and is covered by 
North Wales Police Force. The estimated population is 136,399 with the majority 
aged between 45 and 64, closely followed by ages 25-44. The area represents 
4.4% of the national population and in 2011 3.1% considered themselves of a 
Minority Ethnic Background. Unemployment rates in Wrexham were around the 
national average at 4.2% (Welsh Government, 2014). 
 
 

WELSH WOMEN’S AID

Information supplied by Welsh Women’s Aid 
about the centre: 

‘Women’s Aid Wrexham One Stop Shop ensures 
that women are able to access the immediate 
support and advice they need in a secure and safe 
environment. The One Stop Shop includes a domestic 
abuse Drop In service, regular sessions with a debt 
advisor from Shelter Cymru, a counselling service, 
a voluntary solicitor offering legal aid calculations 
and general advice on civil protection and matters 
relating to the family courts, RASAC, NSPCC and the 
Independent Domestic Violence Advisor (IDVA) who 
also supports men. 
 
They work in partnership with other services which are 
able to support women from our One Stop Shop with 

prior appointment – Social Services, Welfare Rights, 
Housing services and the Domestic abuse co-ordinator 
for the police. It is also a third party referral centre 
for hate crime. 

Informal agreements and referrals are made into the 
One Stop Shop where they offer a room free of charge 
to a range of organisations, statutory & voluntary who 
are supporting women who are or have been suffering 
from Domestic Abuse. 

There are no specific programmes for women 
offenders but support is available for all women who 
are or have been suffering from domestic abuse in 
the Drop In service located at the One Stop Shop, 
regardless of whether they are offenders or not.’
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4.20 BRIDGEND

4.20 POWYS

BACKGROUND INFORMATION:

Bridgend is in South Wales with a population estimated to be 140,480. The majority 
of the population are between the ages of 45 and 64. 2.2% of the population 
identify themselves as of a Minority Ethnic Background. 4.3% of the population 
are classified as International Labour Organisation (ILO) unemployed (Welsh 
Government, 2014). Bridgend is within South Wales Police Force area.  
 
There is currently no One Stop Shop in Bridgend; however, there are plans to 
establish a domestic abuse unit within the local civic offices. This unit will act as 
a Domestic Abuse One Stop Shop, and will be modelled on the Domestic Abuse 
Unit in Newport.

BACKGROUND INFORMATION:

Powys Local Authority is located in Mid Wales, and is overseen by Dyfed-Powys 
Police Force. The population is estimated at 132,705 with the majority aged 
between 45 and 64, making up 4.3% of the Welsh population. Powys is the least 
densely populated local authority area in Wales, with only 25.6 people per square 
kilometre (compared to Cardiff for instance at 2505.1 people per square kilometre). 
1.9% of respondents to the 2011 census described themselves as of a Minority Ethnic 
Background, making it among the least ethnically diverse local authority areas in Wales. 
Powys has the second lowest rate of unemployment of all the local authority areas 
(3%) and also has the lowest rate of children eligible for free school meals in Wales (8%) 
(Welsh Government, 2014). 
 
There is currently no One Stop Shop provision in Powys; however local stakeholders 
felt that due to the geography, infrastructure and sparse population it is unlikely to 
be an effective or adequate method to deliver services.
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4.20 SWANSEA

BACKGROUND INFORMATION:

Swansea local authority area is located in South West Wales and is overseen by 
South Wales Police Force. The estimated population in mid- 2013 was 240,332 with 
the majority aged between 45 and 64, closely followed by ages 25-44. Swansea local 
authority represents 7.8% of the Welsh population, and is among the  
most densely populated at 632.9 people per square kilometre. In 2011, 6%  
considered themselves of a Minority Ethnic Background, making Swansea the third 
most ethnically diverse local authority area in Wales. Unemployment rates were also 
among the lowest in the country, with 3.9% of the population classified as unemployed 
(Welsh Government, 2014). 

There is currently no One Stop Shop provision in Swansea, Welsh Government 
Capital funding was received to establish a One Stop Shop two years ago, however 
there were difficulties in accessing Revenue funding. Recently £900,000 of Lottery 
funding was obtained and the One Stop Shop is due to open the first week of 
January 2015. There have been a number of barriers to setting the One Stop Shop 
up including: Opposition from other local services / shops, Planning permission 
issues (has to have a retail front) and a lack of revenue funding. Buy in from 
partners has been incredibly strong and the One Stop Shop is seen as being a local 
Domestic Abuse Forum project. 

There is currently a women offender service being provided from The Women’s 
Centre, which is a registered charity and has been working from Swansea since 
1971 providing holistic support to women. However, the centre is due to close in 
November 2014 due to a lack of funding. There may be a review of the feasibility of 
placing that service into the new One Stop Shop, however as the Domestic Abuse 
One Stop Shop is not a women only space, both Swansea Women’s Aid and the 
Women’s Centre feel this to be inappropriate and therefore unlikely. 

CAADA’s review of domestic abuse services states that there are no plans for any 
statutory services to be co-located within the One Stop Shop. It also refers to the 
One Stop Shop having premises for a social enterprise; this is likely to be due to 
the planning board’s stipulation that every premises on the high street should have 
a retail front (which has presented a significant challenge to the ability of the One 
Stop Shop to open).
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5. FINDINGS

5.1 LOCATION:

• There are currently 21 One Stop Shops across 19 
Local Authorities in Wales, leaving 3 local authorities 
unserved by such provision. Both Conwy and 
Denbighshire have two centres. There is 4.1 miles 
between the two One stop shops in Conwy and  
0.4 miles between the two centres in Denbighshire. 
Bridgend and Swansea are both in the process of 
establishing a One Stop Shop in each of their areas.  

• The only Local Authority that has no One Stop 
Shop or any plans to open one in the future 
is Powys. However, this is due to the sparse 
population, geography and infrastructure.  

• All existing One Stop Shops are centrally located 
with good access to public transport and local 
amenities. The One Stop Shop in Newport and the 
provision planned for Bridgend are both located 
within their local civic office. 

5.2 ACCESSIBILITY

An evaluation of the accessibility of the existing One 
Stop Shop provision found that, of the 21 existing 
One Stop Shops:

• 12 provide a drop in service Monday to Friday 
during office hours. 

• 6 provide a limited drop in service ranging from 2 
hours per week to 25 hours per week. 

• 3 don’t provide any drop in service and operate on 
an appointment basis only. 

5.3 CO- LOCATION OF SERVICES

5.4 PARTNERSHIP WORKING

All One Stop Shops reported good partnership working 
and named a wide range of agencies and services that 
they work closely with to meet clients’ needs. 

One Stop Shops appear to work with a diverse range of 
agencies who generally report working well together. 
This suggests a good level of awareness of services 
available for those with complex needs in each of their 
geographical areas.  

• 3 are used only for appointments or meetings and 
do not provide a drop in service. In these cases 
a drop in service seems to be available from a 
closely located Women’s Aid Centre.
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Considering the needs that vulnerable women and 
victims of domestic abuse may require support with, 
there were no visible gaps in provision in any of the 
areas. However, there was no consistent framework 
or approach to multi-agency working or the range of 
services provided within the One Stop Shop setting. 
A further study to investigate the effectiveness of the 
working partnerships would be useful to evaluate the 
quality and consistency of these partnerships. 

Many participants explained that they would work with 
any agency or service to meet the needs of the client 
and that support is tailored to each client.  
 
In the majority of cases, multi-agency forums such as 
Multi Agency Risk Assessment Conference (MARAC) 
and Domestic Abuse Conference Calls (DACC) were 
seen to encourage and support good partnership 
working and strengthen links between organisations.
 
5.5 REFERRAL PATHWAYS

The purpose of a single referral pathway is to ensure 
that the victim only has to explain their situation or 
‘tell their story’ once. Once accessing the One Stop 
Shop and initially disclosing their circumstances to 
a One Stop Shop member of staff, any needs an 
individual presents with should be met by either a 
service located or provided by the One Stop Shop 
or a referral made to a relevant partner agency. The 
information captured by the One Stop Shop at point of 
access should be sufficient to enable them to refer the 
service user to any other agency. That agency can then 
begin the process of carrying out their assessment and 
supporting the individual. 

The majority of One Stop Shops confirmed that 
they have a referral process which reflects a single 
referral pathway, however, there was often confusion 
around the term and some One Stop Shop referred 
to the practice as ‘signposting’. It was evident that a 
woman with complex needs would be able to access 

a wide range of support and advice from attending 
a One Stop Shop.

Where information was obtained regarding risk 
assessments, the CAADA DASH was the most 
commonly used method. A number of One Stop Shop 
had developed their own risk assessment which they  
used in conjunction with the CAADA DASH.  

5.6 WOMEN OFFENDERS

Although only two One Stop Shops had a women 
offender specific service working from the centre, 
all participants suspected that they were frequently 
working with women who either had a history of 
offending or were at risk of offending. However, 
there was a lack of evidence to support this as 
offending is not currently an area that service users 
would be asked about during their assessment or 
support. These women were accessing the service 
for domestic abuse specific support, and usually had 
other complex needs. Despite there being a lack of 
offending focussed support/ programmes it was felt 
that women offenders were fundamentally part of the 
service user group being worked with and supported. 
There was high awareness and understanding among 
participants of the links and correlation between 
domestic abuse and women offenders. 
 
5.7 CONCLUSIONS

The findings highlight that there does not appear to be 
a consistent model or approach across the 21 existing 
One Stop Shops. This is perhaps unsurprising given 
that each is run independently of the others. There is 
clearly variation between each Centre and the study 
has found that there are three types of One Stop Shop 
provision; these are dispersed provision, concentrated 
provision and civic centre based provision. These types 
of provision are more comprehensively examined in 
the next section.
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6. THE JOURNEY OF DOMESTIC ABUSE ONE STOP SHOPS

Prior to this report, a full scoping exercise of Domestic 
Abuse One Stop Shops in Wales was conducted. 
The findings of that exercise have informed the 
approach and focus of this study. It has emerged that 
throughout Wales there are a number of models of 
Domestic Abuse One Stop Shops. There is variation 
between the type of provision, level of service and 
operation between the 21 centres. The study identified 
three versions of One Stop Shop: concentrated, 
dispersed and civic centre based provision. 

Concentrated Provision: refers to those centres where 
a number of services and all provision is set in and 
works from one location. Examples of this type of One 
Stop Shop include Merthyr Tydfil’s Teulu Centre, The 
Chrysalis Centre in Torfaen and the Monmouthshire 
One Stop Shop.  

Dispersed provision: refers to those centres where 
some services and agencies are set in the centre, 
but other locations are regularly utilised to provide 
support and services also. Examples of this type of 
centre include Carmarthen’s Number 18 and Vale of 
Glamorgan’s Cadoxton House.  

Civic centre based provision: refers to One Stop Shops 
which are located in council offices and in the same 
building as council run services. The first example of 
this type of centre is Newport’s Domestic Abuse suite 
which is located within the One Newport office. This 
model is also to be adopted by Bridgend’s Domestic 
Abuse Services, which will occupy a space within the 
civic centre in Bridgend.  

There were also differences in the length of time that 
the centres had been operating, with Torfaen being 
the first to receive Welsh Government funding in 2008 
and Bridgend just receiving their funding in 2014. 
Haverfordwest’s One Stop Shop has also only recently 

been established and Swansea’s One Stop Shop is due 
to open in January 2015. 

There is no clear reason or explanation for the 
disparity between One Stop Shops and the variation 
in provision. However, an exploration of the journey 
that each One Stop Shop has made to reach the 
stage it is currently at, is likely to highlight barriers 
and challenges that may be faced at various points 
by those instrumental in establishing, maintaining 
and developing One Stop Shops. Furthermore, it may 
also provide the opportunity to discover how those 
challenges and barriers have been overcome and also 
to identify areas of good practice and innovation in 
supporting women with complex needs. 

The aim of this study is to explore the journey of 
Domestic Abuse One Stop Shops, specifically focussing 
on barriers and challenges that have been faced and 
how these have been overcome. It also aims to identify 
good practice and innovation within the sector and 
highlight approaches and methods to support women 
with complex needs.  

WomenCentre in Calderdale and Kirklees, identified 
and praised as an example of best practice, has also 
been included in the study. Operating for over 20 
years, the centre was originally designed to meet 
the health needs of women in the locality but has 
developed and progressed to provide intensive 
support to victims of domestic abuse, women 
offenders and those with the most complex and 
challenging needs. Due to the centre’s longevity and 
success it is highly likely that there are lessons which 
could be learned from their experiences and could 
subsequently assist in furthering the development 
and progression of Welsh Domestic Abuse 
One Stop Shops.
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6.1 METHODOLOGY

6.1.1 RESEARCH DESIGN

Four Welsh One Stop Shops were selected as an 
example of the various models and a mixed methods 
approach was taken to the study. This included a 
questionnaire which was designed and distributed to 
be completed by both staff members and volunteers 
that regularly worked from or were based within the 
One Stop Shop. A questionnaire was chosen as it 
enables the researcher to obtain an overview of a wide 
range of areas and issues in a fairly short time. It was 
also identified as being reasonably clear to understand 
and complete. A questionnaire further enabled the 
researcher to compare a large number of results both 
within and across the data sets; this allowed common 
themes and differences between the centres to 
be highlighted.  
 
Semi-structured interviews were chosen as a method 
due to the ability to explore issues more fully at 
low cost and across a wide sample. As many of the 
participants are busy professionals it was felt that 
offering telephone interviews as opposed to face 
to face interviews was likely to be more convenient 
for participants and effective. One joint face to face 
interview was conducted as there was a need to visit 
the centre and meet the staff, which resulted in this 
approach being more convenient. 

6.1.2 PARTICIPANTS

A purposive sample of four centres was selected: 

• CEDAR (Haverfordwest) 

• The Teulu Centre (Merthyr Tydfil) 

• Newport One Domestic Abuse Unit (Newport)  

• Cadoxton House (Vale of Glamorgan)

Each is an example of one of the various types of One 
Stop Shop in Wales and was consulted prior to the 
study to gain consent.  

The questionnaires were distributed to each One Stop 
Shop to be completed by staff working at a strategic 
and frontline level and by volunteers who work 
within the centre.  

The individuals selected for the semi-structured 
interviews varied between centres and was dependant 
on who was available and contactable. All participants 
were instrumental in the establishment, development 
or management of the One Stop Shops. 

A total of 11 individuals were interviewed from three 
of the centres, this included 6 professionals at a 
strategic level and 5 at management level.
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6.1.3 METHOD

Questionnaires were distributed across the four 
centres to be completed by all staff at all levels within 
the centres. The results of the questionnaires were 
analysed, identifying themes, issues and patterns 
within the responses. The researcher also compared 
responses between the four centres. 

Each One Stop Shop was also required to provide 
a brief timeline of their centre’s development and 
journey (appendix B1, B2 and B3). This enabled 
researchers to understand where the progression 
of each One Stop Shop. Each centre was also asked 
to provide a strategic overview of who had led and 
driven the development of the centres. Only two 
submitted timelines. 

Key issues which had emerged from the 
questionnaires were identified and explored further  
in semi-structured telephone interviews with a 
number of professionals who played an important 
role in establishing, maintaining and developing the 
One Stop Shop in their area. One joint interview was 
conducted with two participants from the same centre.

The interviews varied from 15 minutes to 1 hour. 
All interviews were transcribed which enabled the 
researcher to immerse themselves in the data and 
analyse it to identify themes. 
 
6.1.4 ANALYSIS

The questionnaires were analysed using SPSS with 
a One Way Anova. The qualitative responses in the 
questionnaire and the semi-structured interviews were 
analysed using Thematic Analysis approach. As this 
method is not set in or based upon any epistemology 
or theory it enables flexibility and freedom to analyse 
data. It allows the researcher to identify themes and 
give a rich description on the results. 

6.1.5 LIMITATIONS

The number of questionnaires returned varied 
between centres with the number submitted ranging 
from seven to nineteen. Similarly, three of the centres 
participated in the semi-structured interviews; 
however, one was unable to commit to doing so 
within the deadline. There was also variation in the 
number of participants from each centre that were 
interviewed, ranging from two to six. Effectively, this 
could result in an over representation of one centre’s 
opinions, views and experiences. However, as the 
data has been analysed manually by the researcher, 
particular effort has been made to weight responses 
and themes accordingly and fairly. Therefore, issues 
and themes discussed have been present across all 
centres and have been reported by the majority of 
participants either through questionnaire or interview. 

6.1.6 ETHICAL CONSIDERATIONS

Questionnaires were returned anonymously and 
identified only by which centre they had been sent 
from and related to. This was vital to ensure that 
participants felt comfortable reporting their true 
views and opinions without fear of any consequence 
or impact. For those involved with the telephone 
interviews they have remained anonymous through 
the report and would only be represented by their 
professional level (strategic or management).
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7. THEMES: QUESTIONNAIRES

7.1 ACCESSIBILITY 

7.1.1 OPENING HOURS

This emerged as a key issue for the centres, 
particularly the Teulu centre in Merthyr. They open 9-5 
Monday to Friday which is typical for many One Stop 
Shops across Wales, including the other three centres 
in the sample. However, respondents from the Teulu 
were aware that this may pose a problem for those 
victims who are in full time employment. Although 
there is the possibility of the victim accessing the 
service in their lunch break, for some, geography and 
convenience may still present a barrier.  

7.1.2 LOCATION

Across the entire sample, 95% of participants felt that 
their One Stop Shop was centrally located. This was 
reflected by 95% of participants feeling that there were 
also good transport links to their centres. Obviously 
being located within the town centre allows service 
users to attend the centre more conveniently and with 
ease. It may also provide victims more opportunity to 
access support as their visits could be disguised as a 
trip into the town centre without their partner, family 
or friends really knowing the true reason. 

However, although centrality was seen by most as a 
positive feature it also highlighted some difficulties 
and barriers. The main barriers were the fear of being 
seen accessing the building by someone they knew, 
or having to be in a busy or crowded environment. 
These were seen as key issues for those suffering 
from anxiety, low self-confidence or those who were 
extremely fearful. 

In Newport particularly, the easy access to transport 
links such as the train station and taxi rank were 

initially seen and perceived as a positive feature. 
However, there have been a number of issues for 
Black, Asian, Minority ethnic and Refugee (BAMER) 
women attending the centre for support from BAWSO. 
It was reported that here have been incidents where 
a woman has been seen attending the building by 
friends of her husband (the perpetrator) who work at 
the taxi rank. They have then informed the woman’s 
husband who has subsequently been waiting outside 
of the entrance for her. This obviously increases the 
risk to the woman and may deter her from accessing 
the centre again. Newport demographically has the 
most diverse population from the four samples, 
however, there are undoubtedly BAMER women in 
each area and their needs should be considered at all 
times by all services within each centre.  

In Haverfordwest, there were concerns raised 
regarding the proximity of the Probation office to 
the centre. This was identified as a potential barrier 
to victims who may not want to be seen by someone 
attending the centre or who may be intimidated 
by the environment. However, there was also 
awareness that the close proximity may lead to better 
partnership working between the One Stop Shop and 
Probation services. 

7.1.3 FACILITIES

Access for those with disabilities was also identified as 
a key issue for the centres. In the Vale of Glamorgan 
there is a lift for wheelchair users to enable them 
to access the various services in the centre and also 
ramp and level access to the building. However, in 
Merthyr there was less confidence in their accessibility 
for those with disabilities, particularly wheelchair 
users. Research suggests that women with disabilities 
may be more likely to experience abuse, and likely 
to experience domestic violence in particular for 
longer periods of time than those without disabilities. 
Therefore it is vital that these needs are considered 
and included in the design and delivery of domestic 
abuse specific services (Cockram, 2003). 
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7.1.4 DROP IN AND RECEPTION SERVICES

Drop in facilities and the reception area emerged 
as one of the biggest issues for all three of the four 
centres. The Teulu Centre was the only one of the 
four to report confidence and satisfaction with their 
drop in service. The centre is open from 9am – 5pm, 
Monday to Friday and the drop in facility is available 
for the whole of the opening hours. No issues 
were raised with regards to the reception area. On 
attending the centre, the researcher found it was a 
clean, comfortable and welcoming space. Concerns 
were raised, as previously highlighted, with regards to 
facilities for those with disabilities.  

Pembrokeshire’s CEDAR also cited drop in as an issue, 
however this was felt to be purely linked to a lack of 
resources and funding rather than any difficulty or 
issue with the building itself. 

Both the Domestic Abuse Unit in Newport One Stop, 
and the Vale of Glamorgan’s Cadoxton House had 
significant challenges with a drop in facility and 
reception area. Newport’s Domestic Abuse Unit is 
located within Newport’s Council offices and occupies 
a whole floor of the building. However, it has no 
separate access from the other services located 
within the building. Therefore a victim who wished to 
seek support would have to attend the building and 
potentially queue in a crowded and busy reception 
area. They would also have to specifically explain 
and ask for the domestic abuse service in order to 
access support. This system has both positive and 
negative impacts upon service users. The positive 
impact is that as there are a number of diverse and 
wide ranging services within the building it may not 
be immediately clear to others what any individual 
is attending the building for. This is likely to remove 
any stigma or labelling of the victim by others seeing 
them access the services there. It may also enable 
them to access the service more frequently or easily 
and if questioned, provide alternatives that would 
not affect their safety. However, the staff working 
within the centre raised significant concerns that the 
reception area may be a barrier to victims accessing 

services. For those with anxiety, high levels of fear 
or low self-confidence the process of walking into a 
large, bustling reception with both male and female 
customers and to then have to queue up and wait to 
speak to a stranger to whom they may have to disclose 
personal information, may prove too overwhelming 
for them. It may also mean that they see an ex-
partner, family member, friend or neighbour there 
which could prevent them from accessing or seeking 
the support they need. During a visit by the researcher 
it was noted that there was no clear advertisement or 
signposting to the Domestic Abuse Unit. 

Cadoxton House in the Vale of Glamorgan also has 
significant issues with its reception area and drop in 
service. Responses obtained from the questionnaire 
suggest that access to the building is a key issue for 
staff, visitors and service users. There is no reception 
area within the building and as such no real drop in 
service is provided. The entry system was cited as 
being ‘a big issue’ as it was not working and not clearly 
labelled. This meant that for service users and visitors 
attending the building it could be extremely confusing 
just trying to notify the service they are working with 
that they are there and need to gain entry to the 
building. A number of respondents based at the centre 
didn’t see the building as a ‘domestic abuse’ One Stop 
Shop but as a service to meet the needs of the wider 
family. They felt that the drop in service provided 
by Atal y Fro (Women’s Aid) was more suitable for 
victims of domestic abuse to access. Furthermore one 
respondent explained that a risk analysis by Safer Vale 
had resulted in service users being unable to access 
any other part of the building than the first floor. This 
obviously raises considerable concerns as to the actual 
accessibility of the centre and the services within 
it for service users, and suggests that the original 
intentions of the building are not being met. However, 
it is important to note that the lack of a reception area 
is due to a lift for wheelchair users being installed 
which has taken up the space originally intended for a 
reception area.
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7.1.5 OUTREACH SERVICES

The limited provision of outreach services was 
identified as an important feature of all One Stop 
Shops. Outreach provision was recognised by those 
in a rural location as an essential service. Where there 
was limited outreach provision it was identified by 
participants as a challenge and something that they 
would like to be developed in the future. Moreover, 
those who delivered a good level of Outreach 
provision viewed this as a benefit and an achievement 
Considering the geography of Wales, the psychological 
and financial impacts of domestic abuse and the 
economic climate, it is perhaps unsurprising that 
outreach services are regarded as essential by 
both service providers and service users. These 
services can often provide much needed support, 
advice and reassurance to extremely vulnerable and 
isolated people.
 
7.2 PARTNERSHIP WORKING

7.2.1 RESOURCES

Inevitably, resources or a lack of them, were a key 
issue for all of the One Stop Shops included. It 
was often cited as the reason there were certain 
constraints and limitations to the function and 
operation of the centres and also to service 
availability and delivery.  

Almost half of respondents felt that limited staff 
numbers impacted upon the maintenance and every 
day running of the One Stop Shops. A large number of 
those involved expressed the specific need for a centre 
manager or coordinator, whose role would be to 
manage the running of the centre and also coordinate 
the services located within the centre and the use of 
spaces and facilities. It was felt that a specific point 
of contact was needed to support communication 
between co located and external agencies and other 
forums and groups such as the Community Safety 
Partnerships. In many cases, it was felt that a lack of a 
manager had impacted directly upon service delivery, 

as agencies within the centre were often occupied by 
the tasks of operating the centre, rather than working 
with clients and other agencies.  

An example of how significantly the lack of a centre 
manager can impact upon services was highlighted 
in Haverfordwest’s CEDAR, where their building has 
a large amount of space which could potentially be 
advertised and booked by external agencies and 
organisations. However, without a manager they are 
unable to promote, secure and organise the bookings 
and events that could be held there. Ironically, it 
would be this income generated by the bookings that 
could contribute to funding a manager’s position. 
Furthermore, they feel that a centre manager would 
make the development and extension of their drop in 
services a viable proposition.  

7.2.2 ATTENDANCE 

Regular attendance of co-located services was 
raised as a key issue for all centres. However, 
94% of respondents from Newport and 82% of 
respondents from Merthyr reported satisfaction 
with the variety of services located within the centre. 
Haverfordwest appeared to be less satisfied and 
just 1 in 5 respondents in the Vale of Glamorgan felt 
that there were a wide variety of services located 
within the building.  

The presence of statutory services at the centre 
was another area of focus. Both Newport and 
Haverfordwest agreed that they were often visibly 
present at their respective centres. Merthyr and 
the Vale of Glamorgan were less certain of this. The 
majority of respondents from these centres neither 
agreed nor disagreed with this statement. Participants 
appeared to be in more agreement as to the visible 
presence of partnership agencies in general. With 
at least 75% of respondents from Haverfordwest, 
Newport and Merthyr feeling that partner agencies 
attended the centre on a regular basis. The Vale of 
Glamorgan again seemed less certain of this with 
37.5% disagreeing and a further 37.5% neither 
agreeing nor disagreeing.  
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There was strong confidence by Merthyr that adequate 
services were available in their centre to support 
women with complex needs, with 92% feeling they were 
able to do so and the remaining 8% neither agreeing 
nor disagreeing. However, this was not reflected in the 
three other centres with all three having equal numbers 
of neutral and positive responses.  

7.2.3 MULTI AGENCY FORUMS

Multi agency forums were another topic of focus, and 
the majority of participants felt that there were forums 
and groups which facilitated partnership working at 
both strategic and regional level. There appeared to be 
less confidence or satisfaction with the opportunities 
for services to meet and discuss challenges and 
achievements and also of their ability to attend multi 
agency forums and meetings. A number of respondents 
felt that due to limited resources they had to prioritise 
one to one support and actual service delivery over 
attending forums.  

Multi Agency Risk Assessment Conferences (MARAC) 
meetings are a key tool in the domestic abuse sector 
and are an essential mechanism in safeguarding and 
supporting high risk victims of domestic abuse. Both 
Newport and Merthyr One Stop Shops now host their 
local MARACs. Both feel that this has strengthened and 
supported good working relationships with a range of 
partners. Newport in particular felt that it has enabled 
the local MARAC to develop more fully and engage 
with more agencies, previously MARACs were held at 
Gwent Police Headquarters just over ten miles away. 
Since relocating it to the Domestic Abuse Unit there 
has been improved attendance from all agencies and 
particularly more involvement and engagement from 
local housing providers.  

7.2.4 BENEFITS OF PARTNERSHIP WORKING

All participants expressed good awareness and 
understanding of the benefits of partnership working 
for their service users. They all reported that the One 
Stop Shop had facilitated better communication, 
awareness and focus upon domestic abuse. However 
this was less evident in the responses from the Vale of 

Glamorgan; this may be as a result of a lack of domestic 
abuse focus from the One Stop Shop. 

It was also felt across the board, that the One Stop 
Shops had somewhat bridged a gap between statutory 
and third sector services and had made access to 
support easier and less traumatic for service users. 
There was felt to be a better range of available services 
and support from each One Stop Shop than had 
previously existed prior to the establishment of the 
centres. Where MARAC had been relocated into centres, 
this was seen as improving information sharing and 
prioritisation of domestic abuse amongst partners.  

Nearly all respondents felt that their centres would 
be improved by either a wider range of services co-
locating at the centre or by more regular attendance 
of those already based within them. 
 
7.2.5 COMMUNICATION AND COORDINATION 

Both communication and coordination of services 
were identified as key issues for all One Stop Shops. 
Many reported that since the establishment of the 
One Stop Shop, communication and coordination had 
improved greatly but there was recognition that there 
was still progress to be made.  

In Newport, having the Domestic Abuse Coordinator 
based at the One Stop Shop was viewed as a benefit 
to agencies located there as it facilitated joined up 
working and coordination of services. This was not 
evident in any of the other One Stop Shop where the 
coordinators were based within the Community Safety 
Partnership Team and located at another premises. 
However,  the lack of a Domestic Abuse Coordinator 
based within the centre was not identified as an 
issue or a problem.

When service limitations resulted in a failure to attend 
multi agency meetings, all respondents felt that this 
adversely affected communication between partner 
agencies. It was also felt that a centre manager would 
support and improve communication between  
co-located agencies and services and would increase 
coordination and cohesion of service delivery.
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7.2.6 ‘HARD TO REACH’ SERVICES

Respondents from three of the centres identified 
some agencies as being difficult to engage with, 
however this was often felt to be due to a resource 
issue rather than any fundamental flaw. The Police, 
Probation, Health and Social Services departments 
were repeatedly identified as partners who were 
difficult to engage with. Health, and particularly access 
to mental health services, was seen as a key issue and 
increased resources and councillors in particular were 
felt to be needed. 

Respondents from Cadoxton House did not raise 
concerns with regards to any other organisation; 
however neither did they report strong confidence in 
their current partnership working. 

7.2.7 AWARENESS

Awareness of the One Stop Shop by both professionals 
and service users was highlighted as a key issue for 
participants. It was felt that there were both negative 
and positive impacts regarding awareness of the 
centres for service users. There was concern that 
a lack of awareness from both professionals and 
service users of the centres’ existence would obviously 
prevent, or at least present a barrier to, them 
accessing timely and much needed support.  

Equally a lack of understanding of what exactly the 
centre is able to provide to service users and the 
groups and support they are able to access is also a 
significant issue. Fundamentally, failure to understand 
the services could prevent professionals from referring 
victims to the service. Moreover, those professionals 

may not then actively encourage victims to attend the 
centre as they do not see the relevant or potential 
impact of services available for the victim at the centre. 
A number of respondents reported that their clients 
had not known of their existence or service until they 
had been referred there by the Police or other agency. 
This obviously is concerning as it is wholly possible 
that not everyone who needs support is aware of what 
is available and how to access it.
 
In contrast, although it was agreed that there was 
a need for citizens and professionals to be aware 
of the centre, it was also recognised that this in 
itself may present a barrier to victims accessing the 
centre. A high number of respondents felt that the 
stigma of attending a One Stop Shop may deter the 
service user from accessing the centre. Moreover, 
it was recognised that for victims seen attending a 
well-known domestic abuse centre by an ex-partner, 
current partner, family member or friend, the risk to 
them and their children could intensify.  

Both a lack of awareness and fear of being seen were 
reported as the two main barriers to women accessing 
support. It is therefore imperative that consideration is 
given to this issue and that services are made available 
and accessible without the risk of service users being 
labelled, stigmatised or further victimised as a result.  

The issue of stigma was less reported among 
participants from Newport and this may be a feature 
of their location within the main Council building, 
sitting with other council services, and therefore not as 
clearly identifiable as a Domestic Abuse Unit. However, 
with other significant issues raised around access, this 
may not be the ideal model for service delivery.
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7.3 INTRINSIC FACTORS

The impact of issues such as domestic and sexual 
abuse and violence is well researched and understood, 
however with the presence of other complex needs 
there are a wide range of personal factors and 
characteristics that professionals must consider 
when designing service delivery. A number of these 
issues were identified and highlighted by respondents 
across all centres.  

Fear, anxiety and low self-confidence were repeatedly 
highlighted as a barrier to service users accessing 
support. There were, however, key issues that were 
seen as potentially intensifying these. The reception 
area in Newport being so busy and crowded may be 
so overwhelming to those trying to access support 
that they are unable to. Furthermore, an area full of 
strangers and having to relate their personal situation 
to a stranger may also be a near impossible task.

Likewise the difficulty in accessing the building and the 
lack of drop in service at Cadoxton House may also 
deter and prevent fearful and anxious victims from 
receiving support and advice when needed.  

Furthermore, research has shown that a woman 
may have contact with up to fifteen different services 
before she receives much needed support. Therefore 
it is fair to assume that many of the women presenting 
at the One Stop Shop may have had negative previous 
experiences of working with services and will therefore 
not have confidence that they can or will meet her 
needs. It is vital that mechanisms and systems are 

in place to ensure that when a service user accesses 
the One Stop Shop she is not signposted to another 
service or left waiting or unsure of what support 
she can receive. Many respondents identified that 
previous negative experiences could be a barrier to 
access and that they, therefore, should be aware of 
the importance of the quality of their service. 

Other intrinsic factors that have to be considered 
and addressed are those of a cultural nature, such as 
race, ethnicity and religion. Respondents recognised 
the barriers that may be faced by service users who 
do not have English as their first language. This is 
extremely relevant for services in Wales particularly 
in the North where many have Welsh as their first 
language, and also for women from BAMER groups. 
Newport reported that service users of BAMER origin 
have felt intimidated by attending the centre and this 
is largely due to the proximity to the taxi rank and 
fact that it is seen as ‘too official’. This is an issue that 
may require further exploration to determine whether 
this is a common experience for this group or has it 
occurred for just a few women in the Newport area, 
and whether this an issue which impacts upon women 
from other ethnic groups. 

Disability is also another intrinsic factor to be 
considered and the issues around access to services 
have been discussed previously. Ultimately it is 
essential that equality and diversity are integral to 
the design, operation and delivery services in all 
areas of Wales.
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8. THEMES: INTERVIEWS

8.1 ESTABLISHMENT AND EARLY DAYS

The centres included in this phase of the study were 
all linked to the Community Safety Partnership 
Teams in their respective Local Authorities. For 
some, domestic abuse was firmly on the agenda 
and the availability of Welsh Government funding 
enabled them to meet the needs of domestic abuse 
victims in their areas. For others, the access to Welsh 
Government funding and also domestic abuse being 
raised as a Welsh Government priority issue, resulted 
in the needs of victims of domestic abuse and the 
benefits of a One Stop Shop being recognised and 
responded to by Community Safety Partnerships. All 
One Stop Shops continue to work closely with the 
Community Safety Partnerships and domestic abuse 
is an integral part of their agenda and action plan. 
There has most certainly been significant benefit and 
progress in the area of domestic abuse as a result of 
Welsh Government agendas, policies, funding and 
prioritisation of the issue. 

“ The original initiative came from the Community Safety 
Partnership…they thought it was a good idea, could see 
what was happening in other areas…and we’re seeing the 
benefit now”. (Respondent) 

8.1.1 BENEFITS OF MULTI- AGENCY WORKING

All those involved with this phase of the study felt that 
the fundamental motivation for establishing a One 
Stop Shop was a desire to adequately meet the needs 
of victims of domestic abuse. All recognised, and felt 
that due to the complex and numerous needs a victim 
of domestic abuse may present with, it was essential 
that a good level of multi-agency working was being 
provided. Therefore, a Domestic Abuse One Stop Shop 
was seen as a key tool in improving and developing 
approaches to tackling domestic abuse in their areas. 

“ We wanted a fit for purpose space with as many agencies 
as possible co- located, so that any one presenting 
could get the help they really needed regardless of the 
issue”. (Respondent) 

For many, the original aim for the One Stop Shop was 
to improve existing multi-agency working and lead to 
closer working relationships between agencies and 
organisations that play a role in supporting victims 
of domestic abuse. It was hoped that benefits would 
include increased awareness and understanding of 
each other’s roles, more streamlined and effective 
referral pathways and more access to services for 
service users. Participants reported feeling that some 
of these aims had been achieved but that there were 
difficulties and challenges that were just an integral 
feature of multi-agency working and processes. 

 

 

 

 

 

 

 

 

8.1.2 A STRATEGIC OR ORGANIC PROCESS?

All participants felt that the initial stages of 
establishing the domestic abuse One Stop Shop 
were mostly strategic. This was largely due to the 
process of applying for funding, securing buy-in and 
developing Steering Groups to drive the process 
forward. Domestic abuse was already on the agenda 
for some Community Safety Partnerships, and 
as such, establishing a Domestic Abuse One Stop 
Shop was part of their strategy and action plan. The 
added benefit of the Community Safety Partnership 
instigating and leading on the One Stop Shop was that 
there appears to be more buy-in from partners such 
as Police, Fire service and Local Councillors.  
 

“  The hopes were that it 
would make information 
sharing and partnership 
working smoother and 
that services would 
be linked…easier 
referrals and closer 
ties which would make 
it easier to access 
information and support”. 
(Respondent)
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“ It was a strategic process, yes the opportunity came up 
for funding but it was always on the agenda…it was very 
much part of a strategic objective identified to improve 
existing services and how they function”. (Respondent) 

Interestingly, from the perspective of those 
participants working within the domestic abuse 
specific services, the process of being part of the  
One Stop Shop was seen as being a much more 
organic and natural progression. For many it would 
only enhance what they were already doing by 
encouraging other agencies to become involved  
and work in a more joined-up way. 

“ It was organic in that we were already working in 
that way, but obviously became quite strategic as 
we had to bid for and manage Welsh Government 
funding”. (Respondent) 

However, even for those who originally viewed 
the process as strategic, they reported feeling that 
it has developed and become more ingrained in 
how they now work. 

“ It was definitely strategic at the beginning; it was firmly 
part of the action plan. It is now much more of an 
organic thing and is just how we work”. (Respondent) 

8.2 EXPERIENCES OF DEVELOPING  
THE ONE STOP SHOP- PITFALLS

An integral part of the study was to focus upon 
barriers and challenges that those involved in 
developing and maintaining the One Stops Shops have 
experienced. The aim is to highlight what can and does 
go wrong in order to discuss and identify potential 
solutions to these issues, or even methods to prevent 
them from occurring. Analysis of results found that 
there were a number of common themes:

8.2.1 FUNCTIONALITY OF THE SPACE

“ Our biggest ongoing problem is technology”. (Respondent) 

“A key issue raised by all involved, often when 
discussing the early days of the centres, was difficult  
in setting up the centre. Many raised IT as a challenge 
that they hadn’t expect to present such a challenge. 
For some, the lack of broadband and adequate IT 
facilities within the building prevented other agencies 
from co-locating within the centre and had an adverse 
effect upon the level of multi-agency working.  

“ If we had Wi- Fi we could get other agencies in. It’s like 
the chicken and the egg, if you haven’t got Wi- Fi available 
then you can’t get the other agencies in and if you haven’t 
got other agencies renting out the space then you can’t 
afford to have Wi-Fi”. (Respondent) 

For those services which were co-locating within the 
One Stop Shop, technology was also cited as being 
a specific challenge for them. This may explain the 
reluctance of services to co-locate within a building 
where there are no existing services and internet 
connection as described in the above quote. This does 
however appear to only be an issue in the initial stages 
of joining the One Stop Shop.

“ There were issues with IT and accessing the internet. All 
agencies had different providers so that was difficult to 
juggle and get set up, but they were only really teething 
problems”. (Respondent) 

Other issues were raised by some participants 
regarding how the spaces functioned; storage space 
and intercom systems to access the building were 
identified as being a particular challenge, although 
recognised as being relatively small issues they were 
felt to have a significant impact upon service delivery 
for some agencies. More importantly it was how these 
issues were raised, managed and addressed that 
actually led to them escalating to quite a big issue. 
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“ There is no team that really manages the building. The 
issues that arise in the building are having a significant 
impact on service delivery…not acting on issues within 
the building, specifically the buzzer system, access issues, 
and plaques to signpost and identify services and their 
entrances”. (Respondent)

8.2.2 A VISIBLE LEAD OR COORDINATOR

For all centres involved with this phase of the study, 
the need for a manager or coordinator to be located 
within the building was repeatedly raised. The lack of 
a manager was felt to be negatively impacting on how 
the space was being used, the level of buy-in from 
external agencies, accessibility for service users and 
coordination of co-located services. 

Although the centres had some form of steering 
board (not necessarily named so), some members of 
that board were already employed in another active 
role within their organisation and so they were not 
able to dedicate themselves solely to the running 
and management of the centre. The lack of a manger 
has appeared to lead to a pause in the development 
and progression of the centres and particularly 
with regards to how the services are accessed 
by service users. 

“ We need a dedicated administration worker, someone 
who was available to answer the phone, greet clients 
and complete and manage referrals…currently the 
role is split across the agencies which can lead to 
inconsistencies”. (Respondent) 

The implementation of a manager was also identified 
as being instrumental to generating an income for the 
centres, particularly in relation to advertising, receiving 
and managing bookings for available meeting spaces. 

“ We need a service manager to take it forward, make it 
sustainable and keep developing things that women can 
access”. (Respondent) 

The presence of a steering group or board was also 
seen as essential in ensuring the right decisions are 

made by the right people and for the benefit of the 
centre. This was seen as key particularly in the early 
stages of the centre’s establishment. 

“ A core steering group could have been set up earlier. 
That would’ve been useful in developing certain 
things”. (Respondent)

8.2.3 COMMUNICATION ISSUES

For a number of the participants a lack of effective 
communication was a key challenge and something 
which was felt to be a fundamental factor in 
the success of the One Stop Shop. The specific 
communication issues faced by participants varied 
between centres and reflected their own individual 
model, function and characteristics. The commonality 
across all communication issues however was 
the opportunity to raise concerns and disputes, 
the effective response and reaction to these and 
inclusive communication. 

The opportunity to discuss issues was seen as being 
essential in ensuring the effective running and 
management of a One Stop Shop. This discussion was 
facilitated by forums and groups, specifically led and 
held by One Stop Shop management staff.  

“ There are quarterly meetings to raise any concerns, 
issues or conflict. They can also be held ad hoc for 
something urgent, which was really helpful when 
there were challenges, and helped to air and resolve 
these”. (Respondent) 

The lack of opportunity to raise issues and few 
opportunities for consultation were identified as 
a particular cause for frustration and concern by 
participants. The inclusion in decision making was 
highly valued and was seen to improve the function  
of the One Stop Shop. 

“ It’s small things really, the placement of panic buttons, 
liaising with domestic abuse staff and those delivering 
services at the building, instead of an architect who has 
never probably needed to use a panic button”. (Respondent) 
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Furthermore the lack of consultation and 
communication between services, management 
and partners could lead to poor or restricted service 
delivery and have a significant impact upon the 
services and their clients. 

“ Decisions are being made with little or no consultation 
and no consideration of how it will impact services here. 
Simple things can actually have quite a big impact and 
especially when they start to build up”. (Respondent) 

Not only was the opportunity for communication 
regarded as important but also the reaction and 
response to that communication and evidence that 
issues being raised were seen as being important 
and addressed appropriately. A lack of action or 
acknowledgement of agencies’ concerns was a particular 
issue and could potentially lead to the withdrawal of 
partner agencies from the centre, which would then 
obviously have a negative impact for service users.  

“ Communication issues have hampered any solutions. We 
have instigated meetings…but they haven’t been useful; 
to the point where we are actually looking for alternative 
bases…when simple issues are not listened to or dealt 
with and when that has an impact on service delivery I 
have to reassess”. (Respondent) 

Participants also felt that it was essential that good 
communication took place among all partners and 
that any changes or decisions were communicated 
effectively with all co-located agencies and their 
staff. The lack of inclusion or consultation in decision 
making which was discussed earlier was identified 
as causing significant issues. Likewise, the failure to 
include and engage with all partners of the One Stop 
Shop was also seen to potentially have the same 
destabilising effect. 

“ Communication and communication in a nice way, 
keeping everyone in the loop…Make sure that if there are 
any changes being made everyone is aware otherwise 
people may feel excluded which could cause worry and 
upset and lead to a withdrawal”. (Respondent) 

Effective communication between partners 
was regarded as important, as was effective 
communication between those at different levels. The 
need for those at both strategic and frontline positions 
to have good opportunities for communication was 
felt to be important; this was recognised as being 
challenging but necessary. 

“ Communication is key…working in partnership to support 
clients and keep the communication up from those at a 
strategic level to those at frontline”. (Respondent) 

A lack of effective communication between levels can 
be damaging to the morale and motivation of partners 
and also to the development and progression of 
the One Stop Shop. Little understanding of how the 
centres are working could lead to failures in meeting 
client’s needs and a failure to fulfil the potential of 
the One Stop Shop.

“ There is a lot more to be done and improvements to be 
made…Councillors and those at a strategic level probably 
feel that it is working as it should be and was intended 
to, but in reality it’s not”. (Respondent) 

8.3 PEAKS

The study also focussed upon successes and 
achievements of the One Stop Shops, the aim being to 
identify how goals have been met, what participants 
view as a success or achievement and to highlight 
effective methods of service delivery and good practice. 
 
8.3.1 SAFE SPACES

One of the main achievements reported by 
participants was the actual creation of comfortable, 
welcoming and safe spaces for victims of domestic 
abuse. This goal has been achieved due to the Welsh 
Government capital funding grant, and has resulted 
in the majority of Local Authority areas having a 
dedicated space for victims of domestic abuse. 
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“ A success is that it was built and is such a beautiful 
building”. (Respondent) 

The development of these spaces is recognised by 
participants as having a significant impact upon the 
levels of partnership working and encouraging buy 
in from other agencies. It is felt that the physical 
buildings have enhanced the levels of multi-agency 
working as the Welsh Government originally 
intended them to do. 
 
“ We have managed to get more services and agencies 
involved and have really extended and developed 
our groups and services and now have much better 
partnership working”. (Respondent) 

Both the level and quality of space and the subsequent 
improved partnership working is recognised as having 
a positive impact for those accessing the services and 
seeking support. 

“ The building is now a lot more fit for purpose; it is a 
welcoming and comfortable environment for service 
users and their families”. (Respondent) 

8.3.2 MULTI- AGENCY WORKING

When asked about what success their One Stop 
Shop has had, the majority of participants discussed 
multi-agency working and the resulting benefits to 
both themselves as professionals and their clients. 
Having a number of agencies co-located was in itself 
viewed as an achievement and the management of the 
partnership was also felt to be a success. 

“ It is a working building…there is a good range of services 
co- located there and good buy- in”. (Respondent) 

It was felt that by being co-located, professionals 
had a better understanding of what other services 
offered and were able to provide. It was also seen 
to facilitate networking and promote or encourage 
partnership working. 

“ Better networking, just being part of a multi- agency 
centre and environment and being in a One Stop Shop, 
better partnership working and more accessibility for 
service users…I have met a lot more people from other 
agencies and have started to forge relationships, which is 
good”. (Respondent) 

The dedication and commitment shown by partners 
and other agencies was also seen as a key factor with 
regard to multi-agency working, The level and extent 
of buy in was also important. For those where this had 
been demonstrated it was valued  
as a significant achievement. 

“ A success is that there has been a really good level 
of commitment and sustained involvement from the 
agencies that were originally involved”. (Respondent) 

 
The quality of multi-agency working varied between 
each centre, but where it was of a high level, the 
benefits were felt to be evident. It was felt that 
working as a team enabled the centre to operate 
more effectively and efficiently and subsequently led 
to better standards of service delivery and the ability 
to overcome barriers more easily. 

“ This has been achieved by good communication and 
working relationships. We all seem to be on the same 
page and supportive of each other’s agency; we all muck 
in and have a good team effort”. (Respondent) 

Although improved Multi-agency working was 
clearly identified as one of the successes of the One 
Stop Shops, it was also the most reported area for 
improvement and future development. The majority 
of participants expressed the aim to expand the 
services available and to engage with a wider range 
of agencies. Mental Health and substance misuse 
agencies were specifically seen as being vital services 
for service users and an essential feature of their 
support. Particular focus was given to improving 
engagement and partnership working in the future.
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8.3.3 IMPROVED EXPERIENCE AND OUTCOME 
FOR SERVICE USERS

The most widely reported success of the One Stop 
Shops was the improvement in services provided by 
agencies within them. These improvements included 
better referral pathways and joined up support, 
a wider range of services available and increased 
accessibility to those services. 

Many of the participants reported that their original 
hopes when joining the One Stop Shop were around 
more streamlined and efficient referral processes. For 
the most part it appears that this has been achieved 
by those involved. The result of this for the service 
user can be shorter waiting times to access services, 
appropriate and adequate referrals being submitted 
and possibly most importantly the client only having to 
tell their story once. 

“ Have a more integrated approach and referrals 
would become more effective and more efficient 
for accessibility for service users to our services and 
programme”. (Respondent) 

Having more joined up and cohesive support 
under one roof was seen as a major benefit for 
service users and the ability to access a number of 
services in one place that is not only welcoming and 
comfortable but also safe. 

“ There is more joined up working and it’s really been 
a success for the victims in that they can go to one 
place where they feel safe and comfortable but see 
many different agencies. A lot of victims just won’t have 
the confidence to access various services at various 
locations”. (Respondent) 

It is felt that by being part of a One Stop Shop there is 
greater awareness by service users of what services 
can offer and how to access that support. This in turn 
has enabled organisations to grow and develop and 
improve their own service delivery. 

“ We hoped to increase our number of self- referrals by 
people being able to drop in and to also increase the 
community’s awareness that we are there and this is 
what we do, I feel this has been achieved”. (Respondent) 

The quality of the environment, coupled with good 
levels of partnership working, has added and 
supported services within the centre to expand and 
progress so that a wide and diverse range of services 
are available from the One Stop Shops.  

“ We have managed to get more services and agencies 
involved and have really extended and developed our 
groups, services and programmes”. (Respondent)
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9.1 COMMUNICATION IS KEY

As previously discussed, communication plays an 
essential role in ensuring that the establishment and 
management of the One Stop Shop is effective and 
efficient. This is supported by forums, meetings and 
regular board meetings in which all partner agencies 
and all levels are represented. This inclusive approach 
will ensure that no one feels excluded or isolated and 
that there is a good level of awareness of challenges, 
achievements and conflict experienced by each 
agency. For example, a management team hold regular 
meetings to discuss and consider challenges and issues 
and to identify and implement solutions. This has 
led to good working relationships and good level of 
satisfaction from those working from the centre. 

9.2 PARTICIPATION,  
CONSULTATION AND ENGAGEMENT

Similarly to communication, it is important to ensure 
that partners are given the opportunity and chance to 
be consulted in any decision making processes that will 
impact upon the building, the services or service users. 
This consultation should not be a tokenistic gesture, 
but should provide a real opportunity for the views of 
those involved with the building to be heard, respected 
and valued. At all levels and across all services it is 
imperative that decisions are made are done so in 
agreement and after fair consideration and consultation 
of those whom they are likely to affect, this principle 
should most certainly be expanded to include service 
users who should be provided every opportunity to 
design and lead the services that are important to 
them. For example, one One Stop Shop has a service 
user forum which was instrumental in the early design 
and development of the centre, and is continuing to  

9. LESSONS LEARNED

influence and shape the services available within the 
One Stop Shop. This has resulted in confidence from 
service users that they are being heard and empowered 
and also that their needs will be met

9.3 CLEAR AND STRONG LEADERSHIP 

To ensure that One Stop Shops develop, progress 
and thrive, it is vital that there is a clear leader within 
each centre. Whether that is in the form of a steering 
group, under the Community Safety Partnership or a 
management team, a lead must be established and 
maintained. This will provide a clear route for queries, 
complaints and suggestions from those working 
within the centre and also drive the promotion of the 
centre and secure buy in and commitment from other 
agencies. There will also be increased accountability 
for decisions made and actions regarding the centre, 
which in turn should increase the sustainability 
and continuous growth of the One Stop Shop. For 
example, one One Stop Shop had a dedicated team 
taking responsibility for funding applications, project 
management and development in the early days. 
This helped to secure a good level of buy in from 
local residents, councillors and partner agencies. As a 
result, the initial set up was well managed and barriers 
overcome in a timely and appropriate manner.  

9.4 COHESIVE SUPPORT

As discussed earlier in the report, it is widely accepted 
that victims of domestic abuse are likely to have 
multiple and complex needs. Therefore, the assistance 
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and support from multiple agencies is likely to be 
required. This was reported as the fundamental 
motivation to establishing the One Stop Shops and 
is seen as the biggest benefit for service users. 
However, in order to ensure that the support available 
is consistent and holistic, participants found that the 
early development of a referral pathway was key. This 
pathway should be developed by all service managers 
based within the One Stop Shop, and their staff at 
all levels, regardless of role, should understand and 
be equipped to follow this procedure. This should 
guarantee that the service users’ experience and 
journey through the services in the One Stop Shop is 
as seamless and effective as possible. For example, 
one of the One Stop Shops in the very beginning 
consulted with managers from the co- located 
agencies to design and develop a referral pathway that 
was complementary and compatible to all services. 
This has ensured that the referral process is fluid 
and clear for both professionals and service users 
within the centre.

9.5 ADAPTABILITY AND DURABILITY

As has been highlighted in the earlier section of this 
report, there are many challenges and pitfalls that can 
and will be experienced by those working in or with a 
One Stop Shop. It is essential that the leaders, partners 
and staff are able to overcome these by working as a 
team, thinking outside of the box and adapting to an 
ever changing environment. Strong communication 
and relationships are vital to ensure that the One Stop 
Shop is strong enough to withstand difficult times 
and flexible enough to respond to the changing needs 
of the local area, service users and commissioners. 
For example, when a service which had been an 
integral partner in the development of one of the 
One Stop Shops withdrew their commitment to 
co-locate just before opening, the impact was huge 
and many felt devastated at being so let down so 
late on. However, by thinking outside of the box and 
considering the complex needs of individuals and 
their families, an organisation was identified that 
would complement the work of the other co-located 
services. It is this ability to adapt, react and use 
initiative that will undoubtedly secure the futures of 
the One Stop Shops.
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10. WOMENCENTRE:  

CALDERDALE AND KIRKLEES

WomenCentre based in West Yorkshire has been 
operating since 1985; it began as a health focussed 
service but has developed over almost three decades 
to provide numerous services which encompass 
a wide range of needs and issues. The centre is 
committed to working with some of the most 
challenging and vulnerable women in society.  

They were recognised in 2007 as being pioneers in the 
sector and their approach was recommended to be 
extended right across the whole of the UK (Corston, 
2007)5. The members are providers of frontline 
services and have a well- established presence within 
their local area. They have also been identified as a 
key source of information and expertise regarding a 
number of issues, such as domestic and sexual abuse 
and safeguarding, women’s mental health and well-
being and women in the Criminal Justice System. As 
such, in the last year alone, they have been consulted 
by a range of organisations and bodies such as the 
Ministry of Justice, the Department for Work and 
Pensions, the Cumbria Probation Trust, NICE and the 
LankellyChase Foundation. These consultations have 
enabled them to increase these agencies’ collective 
understanding about women’s experiences and 
needs and promote and highlight their innovative and 
effective approach and ethos. 

The centre has been recognised and praised for 
providing highly effective, but low cost, interventions 
to support women with complex needs, who are often 
failed by statutory services (Duffy & Hyde, 2011)6. As a 
result of their hard work and relentless campaigning, 
they have succeeded in showcasing the impact that 
centres such as their own can have upon women 
whose lives have been impacted by victimisation, 
injustice, poverty and hardship. An integral element 
of their organisation is to engage and consult with 

clients, many of whom emphasise the importance of 
being able to access a safe, secure and supportive 
environment such as WomenCentre. 

10.1 WHAT DO THEY DO?

WomenCentre provides a wide range of services for 
women and their families. Many of the women who 
access the services feel they have been failed by 
statutory services, and the design of statutory services, 
particularly the fragmentation, criteria and complexity 
of accessing them, has often led to women being 
excluded or prevented from receiving much needed 
support and therapy. It is this vicious cycle that 
WomenCentre aims to prevent by providing a variety 
of services which all aim to address the woman and 
her family’s needs, and enable them to be empowered 
to build a positive future and life. 

Their programmes and service include: 

•  Domestic Abuse Support Team. 

• Counselling – provided by both qualified and 
trainee counsellors. 

• Mental Health and Wellbeing programmes,  
drop-in, one-to-one support group work. 

• Women’s Link – Specialist support for those with 
complex needs and supports them to navigate 
through services. 

• Evolve – Support and intervention for women who 
are involved with the Criminal Justice System or at 
risk of offending. 

• Women in Exile – Open access specialist service for 
refugee and asylum seeking women. The centre is 
also a Hate Crime Reporting centre. 
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• Sister ShhhOut – A bi-weekly group meeting for 
lesbian and bi-sexual service users. 

• Learning and Skills – Confidence building, IT, 
money management and economic well-being and 
employability skills. 

• Drop-In Operates from two centres, north and 
south of the borough. 

• The Way Forward - A young women’s and girl’s 
resilience project.

 
10.2 HOW DO THEY DO IT?

WomenCentre have developed a unique and effective 
approach for engaging and supporting women who 
present with the most complex needs. An integral 
part of their approach is to view each woman as an 
individual with her own unique story, experience and 
challenges instead of categorising her by her needs.  

Each member of staff within the centre views 
themselves as a ‘One Stop Shop’ meaning that they are 
equipped and able to support any need a woman may 
present with. This enables the organisation to provide 
holistic wrap around support which addresses multiple 
needs throughout various stages of a woman’s life. 
The centre takes a gender specific approach in its 
support for women.  

• Women may face the same challenges as men, 
however, how they experience them is likely to be 
extremely different. Therefore, adopting a gender 
specific approach enables practitioners to support 
and communicate with women in an appropriate 
and effective manner, which may not be possible 
in other generic services. 

• Bringing women together to work together 
establishes a safe and nurturing community which 
promotes empowerment.

• Women may previously or currently have negative 
relationships and experiences with men. Providing 
a woman only space and approach ensures that 
the women accessing the centre feel safe and 
secure at all times. 

Due to their long history and well established 
presence within their community, WomenCentre have 
experienced many hurdles, challenges and successes. 
They have demonstrated the benefits of how 
women can be supported successfully through the 
development of holistic, gendered ways of working. 
They are a key partner for all agencies in their area 
and, as a result, deliver advice and information to 260 
women per week (Duffy & Hyde, 2011). 
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11.1 DEVELOPING EXISTING SERVICES

Throughout the information gathering and exploration 
phase of this study, a number of issues have 
been highlighted by participants and observed by 
researchers. These issues will be discussed, and where 
appropriate, a solution or method to improve will be 
identified from examples of best practice obtained 
from current literature, stakeholder and service 
user consultation. WomenCentre in Calderdale and 
Kirklees has been operating for nearly thirty years 
and has developed and evolved dramatically over 
this period. They have demonstrated the ability to 
survive and progress through economic, cultural and 
other challenges. There are potentially lessons that 
Welsh Domestic Abuse One Stop Shops could learn 
and benefit from.  

11.2 ACCESSIBILITY

One of the most significant issues for Welsh Domestic 
Abuse One Stop Shops to emerge was that of access. 
As discussed in previous sections of the report, many 
participants disclosed a concern that their service was 
not accessible for service users. One of the reasons 
for this was that many service users and professionals 
are unaware of the existence of One Stop Shop 
provision and do not have a full understanding of 
what services and support can be accessed. Obviously 
if someone does not know a service is available, how 
can they access it? This issue could be solved, at least 
in part, by awareness raising exercises with partner 

11. THE FUTURE OF WELSH 

DOMESTIC ABUSE ONE  

STOP SHOPS

agencies and service users, or through a re-launch or 
advertisement. However, what makes this issue so 
difficult is that the other issue raised with regards to 
access was the reluctance of victims to access support 
due to a fear of being seen accessing the building and 
the subsequent risk and stigma that this may lead 
to. Therefore Welsh One Stop Shops are faced with 
a difficult decision; do they raise the awareness and 
presence of their organisation, potentially increasing 
the risk and stigma faced by those accessing it, or do 
they maintain a low profile, avoiding the stigma and 
minimising risk, but potentially remaining inaccessible 
for service users who are unaware of its existence? 
Neither option is ideal, nor does either consequence 
outweigh the other.  

WomenCentre has overcome this barrier by moving 
away from the domestic abuse specific label and 
rather focussing upon their client group which, 
although includes victims of domestic abuse, is more 
generally just ’women’. They have such a wide range 
of services available to women that a woman could 
be accessing the centre for any reason ranging from 
housing to health. The option to rebrand the Domestic 
Abuse One Stop Shops in Wales as ‘Women’s One Stop 
Shops’ may not be wholly appropriate, particularly 
considering recent changes to Welsh Government 
policies and legislation. However, what it does show is 
that to move away from the domestic abuse specific 
label may enable One Stop Shops to raise awareness 
of their service to more service users, without risking 
their safety or the attachment of a label or stigma.  

11.3 PARTNERSHIP WORKING

The next significant issue relates to multi-agency 
working and specifically the co- location of services. 
A number of participants felt that although they 
were pleased with the progress that had been 
made with regards to partnership working since 
the establishment of the One Stop Shop, there was 
still a great deal more progress to be made. There 
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was felt to be a lack of commitment from certain 
agencies, namely mental health and substance misuse, 
however, it was reported that this was due to issues 
with resources rather than any fundamental flaw 
in these services’ approach to working with victims 
of domestic abuse. In order to meet the needs of 
victims of domestic abuse it is essential that there 
is a visible presence and good level of engagement 
from a number of services. There were low levels of 
satisfaction with engagement from statutory services 
and the police in particular were seen as being ‘hard to 
reach’. It is unclear why there is limited co-location and 
partnership working in some of the One Stop Shops.  
 
One explanation could be that for some of the less 
visible services, victims of domestic abuse are such 
a small proportion of their overall client group that it 
is just not feasible to locate within a Domestic Abuse 
One Stop Shop. However, the One Stop Shops appear 
to be willing to accommodate any form of engagement 
whether that is through co-location, regular 
surgeries or drop in or through ad- hoc sessions and 
workshops and this range of options should be fully 
explored with partners. 

WomenCentre have secured good levels of buy 
in and multi-agency working through establishing 
‘champions’ in key agencies and services that are 
not co-located and also by identifying themselves as 
a service working with women with complex needs. 
This appeals to other agencies as it is likely that a 
large proportion of their client group is female and 
therefore it is more feasible for them to dedicate 
workers and resources to meeting the needs of this 
group. In some regards, Wales is a step ahead as 
most One Stop Shops sit under the Community Safety 
Partnerships which would include all of the main 
agencies that WomenCenter have had to campaign 
and lobby to secure buy- in from.  

11.4 FUNDING

As with most third sector services in the UK, funding 
is a particular challenge. As this is such a large and 
complex topic it is not appropriate to try to discuss 
it in any depth within this report. However, it was 
overwhelmingly raised as a barrier for participants of 
both the questionnaires and interviews.  
 
The availability of capital funding to purchase, 
lease or renovate the buildings has evidently had a 
significant impact upon the development of services 
for victims of domestic abuse and also to push the 
issue on to the local Community Safety Partnership 
agendas. However, many of the participants expressed 
frustration at the lack of available revenue funding.  
 
The impact of this was that each centre expressed the 
need for some improvement or development that they 
were unable to afford, this included centre managers 
/ coordinators, a reception area and limited drop in 
facility. There is no easy solution or recommendation 
to this issue, but it is important to note that each One 
Stop Shop discussed the desire to generate a stable 
income which would be reinvested into the centre to 
sustain and develop it.  
 
Due to WomenCentre advertising itself as a ‘service 
that works with women with complex needs’ as 
opposed to any specific or particular issue, it has 
enabled the organisation to apply to a wide range of 
commissioners and diversify its funding streams and 
expand the services delivered. This is demonstrated in 
the organisation’s timeline (appendix 3) 
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11.5 EXPANSION, DEVELOPMENT  
AND BRANDING

As is evident, there are clearly some lessons that can 
be learned from WomenCentre. Not all of these will 
be replicable, but will provide valuable learning to 
illustrate the development possibilities for Welsh One 
Stop Shops. Throughout the study there was absolute 
consensus from participants that the service users 
they are working with have complex and numerous 
needs. Domestic Abuse is most certainly a key factor 
in the service users’ lives and is likely to be extremely 
closely linked with the other issues and needs that 
victims may present with. 

Every day, the Welsh Domestic Abuse One Stop Shops 
are supporting women who are victims of domestic 
abuse and have a combination of mental health, 
substance misuse, legal, housing and financial issues, 
alongside a host of other requirements. The staff at 
the One Stop Shop are equipped to meet the majority 
of these needs directly, and where necessary, navigate 
and refer the service user through relevant services. 
Therefore, although domestic abuse is the specific 
need, Domestic Abuse One Stop Shops are in reality 
meeting the much wider needs of their service users.  

Historically, there has been a real drive to gain 
recognition of the devastating impact and subsequent 
cost to society of domestic abuse, and Wales should 
be proud of its recognised position as a leading light 
internationally. However, for Domestic Abuse One 
Stop Shops, the focus on domestic abuse, and not 
the other complex needs of victims that they are 
supporting may result in their service, capabilities 
and expertise in a much wider range of issues being 
undervalued and overlooked. To move away from 
the domestic abuse specific ‘brand’ does not mean 
that the service moves away from victims of domestic 
abuse; this has been clearly demonstrated by 
WomenCentre. It does, however, mean that it moves 
towards a more encompassing identity and one which 
is likely to truly reflect the real range of services that 
One Stop Shops are able to provide. 

This should result in more buy-in from partner 
agencies which would lead to a wider range of services 
available. This, in turn, will improve access to services 
for a wider range of individuals, and carry less of 
a stigma, resulting in a more robust, coordinated 
and attractive option for partners, service users and 
commissioners alike.  

11.6 WORKING WITH WOMEN OFFENDERS

Throughout the study, effort has been made to refer 
back to women offenders and explore participants’ 
views on working with this group. Nearly all 
participants asked felt that they were already working 
with women who have or are offending, and those 
at risk of offending. They were unable to provide any 
statistical data to evidence this, however, largely due 
to the fact that they would not ask or expect a service 
user to disclose that kind of information. It was felt 
that if a woman was accessing their service as a victim 
of domestic abuse then she should not be judged, 
questioned or doubted with regards to that. There was 
concern that any focus by support staff on previous or 
current offending behaviour would prevent a woman 
from engaging with services and would be likely to 
negatively impact her confidence and self-esteem. 

There were few concerns raised about working with 
this group as providers felt that they were already 
doing so. However, two participants did raise concerns 
that it could potentially lead to victims being in the 
same building and space as perpetrators, which could 
be a difficult risk to manage and may intimidate the 
victim and prevent them from accessing the centre.  

There were good levels of understanding of the link 
between victimisation, offending, substance misuse 
and mental health. This bodes well for the future of 
women offenders and suggests that, with minimal 
additional training and development, the foundation, 
culture and attitude within Welsh Domestic Abuse One 
Stop Shops provides an effective structure through 
which to successfully support women offenders.
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12. THE LLWYBRAU MODEL
 

• Extensive consultation with over 100 stakeholders 
and service users from across Wales.  

Using the findings from these elements, a model 
was developed which reflected and built upon the 
Nine Pathways to Reducing Reoffending, which is 
currently used by Probation services across the UK. 
The model was adapted to provide an appropriate 
method of support for women who have already 
offended, or are at risk of offending, and who have 
also experienced domestic abuse. The image of a tree 
was used to illustrate the model. The various pathways 
of support are represented within the Llwybrau 
model as ‘branches’. 
 
The tables below show the Nine Pathways currently 
used by Probation Services and shows how it has been 
adapted to more accurately fit the needs of this group.

INTRODUCTION

 
This model has been developed over the course of the 
project and shaped by a number of elements and findings: 

• The findings from Part 2 - The Journey of Welsh 
Domestic Abuse One Stop Shops, which explored 
the challenges experienced by Welsh Domestic 
Abuse One Stop Shops and identified methods to 
overcome these challenges. 

• Visits to three centres which have been identified 
by academics, government and peers as examples 
of best practice. These were the North Wales 
Women’s Centre, WomenCentre in Calderdale and 
Kirklees and The 218 Project in Glasgow. 

• Relevant and current literature which focusses 
upon the needs and experiences of women 
offenders, and also literature which explores the 
impact and needs of victims of domestic abuse.



The Llwybrau Project  |  67

Probation - Nine pathways
1. Accommodation
2. Skills and employment
3. Health
4. Drugs and Alcohol
5. Finance, benefits and debt
6. Children, families and relationships
7. Attitudes, thinking and behaviour
8. Abuse, rape and DA specific support
9. Specific support for sex workers

Pathway Sub- Pathways
1. Safety
2. Accommodation
3. Finances
4. Health and Wellbeing
5. Support Networks Children

Families
Relationships

6. Legal Issues
7. Specialist Support Domestic Abuse and/or Sexual violence

Offending
Sex Workers
Substance Misuse

8. Education, Training and Employment (ETE)
9. Empowerment and/to change Self- esteem

Attitude/Thinking
Behaviour

Table 2: The Llwybrau Model

Table 1:   The Nine Pathways to Reducing Reoffending 

12.1 A WOMAN CENTRED APPROACH
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“They put the women first”  
(Woman from Service in Scotland)

Every service is built on a foundation of core principles 
and values. It is vital that a woman centred approach is 
at the root of all services which work with women.  
 
Women and men may share many of the same 
issues and challenges; however research shows that 
women’s experiences of these may differ and vary to 
that of men’s.  

Services should give significant consideration and 
demonstrate an understanding of the diverse and 
complex challenges specifically facing women which 
should be evident in their approach, service delivery 
and overall conduct. All responses and support should 
reflect the aim to place the women at the heart of the 
service and support, motivate and empower them to 
lead independent, healthy and positive lives.

 
 

“I can be myself without judgement”  
(Woman from Service in South East Wales) 

Regardless of the needs, experiences and issues that 
a woman may present with, she is first and foremost 

a woman. Her identity lies neither in her victimisation 
nor offending, therefore labels such as ‘victim’, 
‘offender’ and ‘user’ should be avoided.  

To define a woman by her needs, issues or 
experiences may have a negative impact upon her 
confidence and self- esteem. Many women who 
present with complex needs are likely to have 
previously accessed other statutory and support 
services. In order to effectively work and engage 
with women it is essential that they feel comfortable, 
understood and heard. It is vital that women do not 
feel judged or discriminated against because of their 
past or current situations.

 
 

 
“ It’s about what the 
women need, not what we 
think they need”  
(Stakeholder from Service 

in North Wales)

Throughout all stages and processes, from initial 
assessment to phased completion of support, staff 
at all levels should acknowledge and understand the 
complex reality of women’s lives and the barriers 
that they may encounter. Professionals should 
be non- judgemental, empathic and consistent in 
their approach towards the women they work with. 
Recovery should be driven and led by the woman 
herself, with staff being able to support and guide 
the woman through her journey whilst respecting her 
choices. It is important that a bond is built between 
the woman and her key worker based on trust, 
honesty and integrity. This partnership should ensure 
that the woman feels secure and supported but also 
enable the professional to bring direction and positive 
challenge when necessary. 

“ Support post-offending has been a lifeline, now I know 
that there is hope”  
(Woman from North Wales) 
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Creating a woman only space enables professionals 
and service providers to manage risk effectively and 
maintain the safety of the women who are accessing 
the centre.This by no means restricts the clientele 
that co-located or partner agencies work with, or 
results in male victims of domestic abuse being 
excluded.  Services for male victims, perpetrators 
and offenders can continue to be delivered at an 
alternative location. This work can take place in other 
community settings and venues, without impacting 
on the safety and security of the women within the 
centre. Fundamentally women should feel safe and 
confident within the centre in order to progress and 
feel empowered. 

 

“ Being able to attend the centre has provided me with 
a support network and now I am volunteering to give 
something back” 
(Woman from Service in North Wales) 

12.2 WOMEN ONLY SPACE

“I’d come to the centre 
every day if I could” 
(Woman from Service in 

South East Wales)

 

Many women with complex needs including offending 
have experienced violence and trauma; therefore 
they may feel apprehension or anxiety about being 
in the company of men. A women only space ensures 
that women are able to access vital support and help 
in a safe, secure and nurturing environment. It is 
important to recognise that women accessing support 
may have sons, fathers, brothers and other key males 
in their lives and therefore a respectful attitude 
towards men should be maintained. 

 
“ It is important that 
the women are able to 
access a non-threatening 
environment that is 
responsive and respectful”  
(Stakeholder from South Wales)

 
Having access to support that is specifically for women 
and delivered by women creates a comfortable and 
safe environment in which issues can be addressed 
and positive steps taken. Establishing an accessible 
and inclusive woman only space allows women to 
meet, share and grow with other women in similar 
situations with similar experiences and needs. 

“ Coming to a group has made me feel less lonely and I’ve 
met lots of new people who understand what I’ve been 
through”                    (Woman from Service in South East Wales)
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12.3 WOMEN’S ONE STOP SHOPS

A women’s One Stop Shop should aim to integrate 
agencies and services from a range of sectors and 
disciplines. The centre should be equipped and 
capable of meeting even the most complex needs 
of women. There should be fair representation of 
services from each of the branches within the centre, 
whether this be through co-location, regular surgeries 
or referral pathways with partner organisations. There 
should be three fundamental aims of the centre: 

• That a woman can access timely and effective 
support for any need that she may present with. 

• That she only has to tell her story once. 

• That the woman is at the heart of her support 
plan and journey.

“ Support helped me find 
out who I really was” 
(Woman from 

Service in Scotland) 

 

12.3.1 AWARENESS AND BRANDING

Women who have offended, are at risk of offending 
and / or victims of domestic abuse often need support 
from multiple agencies. As such it is essential that 
the centre reflects and clearly conveys its ability to 
provide the variety of services that may be required. 
Both professionals and women in the community 
should be aware of the centre and what it can offer. 
Information, advice and details of the centre and 
available services should be obtainable and visible in 
relevant public spaces.  

“ I didn’t know where to get help” 
(Woman from Service in South West Wales)

In order to ensure the centre is as accessible as 
possible and to avoid labelling or stigmatising those 
who attend, centres should be re-branded to clearly 
communicate their function and purpose, whilst 
avoiding labelling or stigmatising those who attend.  
A name such as ‘Women’s One Stop Shop’ clearly 
states that it is a place specifically for women and 
as an One Stop Shop it offers a range of services. 
Branding a centre explicitly as either a Domestic Abuse 
One Stop Shop or Women Offenders’ One Stop Shop 
may result in women who attend being stigmatised 
and labelled, and pose an increased risk to their 
safety. This may prevent them accessing much needed 
support. Women’s One Stop Shop, Centre or Multi-
agency Centre also accurately reflects the diverse and 
wide ranging work and support that takes place within. 
The focus of the name should be upon the woman and 
not her need or issue.  

“ I like the idea of a women’s centre because you’re not 
labelled and no one knows why you’re there”

(Woman from Service in North Wales)
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12.3.2 LOCATION

Women’s One Stop Shops should be in a central 
location that has good transport links and available 
and affordable parking. This will allow women to 
access the centre easily and also increase awareness 
of its presence within the community. Directions, 
travel and parking information should be included 
and easily accessible on the centre’s website and 
promotional material. 

“ It is vital that One Stop 
Shops are in a central 
location, so that they’re as 
accessible as possible”  
(Stakeholder from North Wales)

For some women there may be a number of barriers 
to them accessing and attending a Women’s One 
Stop Shop. In areas such as North Wales, the rurality 
and geography may mean that for some women 
it is extremely difficult to physically go to a centre. 
Therefore it is essential that Women’s One Stop Shops 
are able to provide services via outreach in which 
they can visit women in their homes or in their local 
community. This ensures that women have equal 
access to support regardless of where they live; it 
also prevents women from feeling and becoming 
isolated and trapped within their homes. Services 
should continuously look for innovative methods to 
engage with their service users, for example exploring 
the use of technology and promoting the digital 
inclusion agenda.  

“ Outreach support is vital for those who are house-bound; 
some people can’t physically get to a centre” 
(Woman from Service in North Wales)

12.3.3 ACCESSIBILITY

All Women’s One Stop Shops should ensure that they are 
accessible and inclusive. As previously mentioned, they 
should be in a central location and clearly identifiable. In 
order to maintain a safe environment, buildings should 
be accessed using an entry system. Buzzer systems 
should be simple, easy to use and clearly labelled.  

“ Support should be available to those at risk of offending 
because it will prevent them becoming offenders”  
(Woman from Service in Scotland)

The needs of women with disabilities should be 
considered and reflected in the design and structure 
of the building, services and support. Full commitment 
should be given to ensure that the service is inclusive and 
respectful of diversity and difference, whether disability, 
culture, race or language. Service providers should explore 
innovative methods to support those who may be at 
further disadvantage due to personal characteristics. 

“ I’m housebound so having an iPad for support and other 
things has helped me emotionally”  
(Woman from Service in North Wales)

Reflecting the aim to maximise accessibility to the centre, 
there should be both adequate drop-in provision and 
opening hours outside of normal office hours. The 
provision of drop-in will allow women to attend the 
centre and seek support for whatever need or issue they 
may have, at whatever time is suitable for them. Opening 
times should also extend beyond 9 - 5 to enable those in 
employment to access the centre at their convenience. 
Likewise, support groups and therapies should be run in 
evenings as well as during the daytime. 

“ A drop-in service would have really helped me” 
(Woman from Service in South West Wales) 
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12.3.4 PARTNERSHIP WORKING

Ideally, a range of services from various disciplines, 
and representative of the nine branches, would be 
co-located within the centre. However, where this is 
not feasible or possible, all efforts should be made 
to establish regular surgeries and a visible presence 
of organisations at the Women’s One Stop Shop. It 
is essential that there is adequate representation 
and links with services from each branch in order 
to ensure that there are no significant gaps in 
service provision and to guarantee holistic and wrap 
around support.  

“ A One Stop Shop is helpful, it makes me feel less 
embarrassed and everything is under one roof which  
is really helpful” 
(Woman from Service in South East Wales)

To maintain a fluid and cohesive service between co-
located and partner agencies, it is essential that there 
is clear and effective management and co-ordination 
of the centre. This could be facilitated through 
regular meetings across all levels of staff within the 
centre. The opportunity to raise concerns, discuss 
challenges and identify successes is vital to maintain 
healthy and productive working relationships 
between organisations and individuals. Systems 
and processes within the Women’s One Stop Shop 
should be agreed upon and communicated between 
and by all those working from or within the centre. 
There should be a clear route through which to direct 
queries, issues and problems. 

“ You can’t beat having everything and everyone in one 
place at a centre”  
(Woman from Service in North Wales) 

 
12.3.5 REFERRAL PATHWAYS

One of the three fundamental aims of the Women’s 
One Stop Shops should be to ensure that a woman 
only has to tell her story once. To facilitate this 
aim there should be an agreed and robust referral 
pathway in place.  

It is essential that throughout the process, a woman 
centred approach is maintained and she leads the 
way through her support plan and journey.  

• Referral or drop-in: referrals should be accepted 
from external agencies, partner organisations 
and women themselves.  

• Once a referral is accepted or a woman has 
attended drop-in, an initial contact form should 
be completed. This form should capture basic 
information, for example, name, address, date 
of birth and a brief outline of key issues. At this 
point any risk to safety or immediate issues 
should be identified using an appropriate risk 
assessment tool.  
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• The information obtained with the initial contact 
form should be input onto a centre database 
which should be accessible and shared between 
co-located agencies. 

• Once basic information has been obtained, the 
process of identifying the woman’s needs should 
begin. Needs should be identified and then 
prioritised in order of importance/ urgency. 

• Throughout the exercise of identifying and 
prioritising need, the woman should be in control 
and at the centre of the process. It is important to 
recognise and respect her choices and what she 
feels is the most important issue or need for her. 

• Support should be holistic as it is reasonable to 
expect that a woman will present with more than 
one need or issue. The referral pathway needs to 
be able to adapt to the complexities of women’s 
lives and women should be able to access 
support from a number of branches concurrently. 

• The lead need should be identified and 
the woman then directed through to that 
specific branch. This lead need would have 
been identified by the woman herself and be 
recognised as the most significant or urgent need. 

• Once directed to the branch representing the 
lead need, the woman should then be assigned 
a key worker whose expertise lies in that field. 
Again they will recognise and respect that the 

woman has been responsible for identifying 
and prioritising her needs and subsequently 
choosing her lead need. 

• Together with the assigned keyworker, the 
woman will begin to develop her own support 
plan. Over time and during this phase of support 
it is likely that as trust is built between the woman 
and her keyworker she will disclose and further 
explain her experiences, issues and needs. 
 

12.3.6 CHAMPIONS

Within the centre there should be a ‘champion’ for 
each branch. The champion would have specific 
knowledge, training and expertise in that area. They 
would act as a specific point of contact for any in-
centre queries or concerns regarding that area or 
issue. They would attend relevant forums, events 
and meetings that are relevant and specific to that 
branch. They would have a good understanding of the 
various organisations and services that are relevant to 
that branch and be able to co-ordinate service users’ 
journey through support. 
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13. SERVICE DELIVERY MODEL

13.1 ASSESSMENT OF NEED

Following initial contact with the centre and upon 
domestic abuse being identified as a support need, a 
keyworker should be allocated and a thorough needs 
assessment should be completed. A CAADA DASH 
risk indicator checklist should be completed with the 
woman and the case referred to MARAC should it 
meet the threshold. This criteria and threshold may 
vary between Local Authorities and areas and in some 
cases the process may differ. Some organisations may 
also have other in-house safety plans and other risk 
assessments that can be used. The keyworker should 
then support the woman in identifying other support 
needs and navigate her through these services. 

Both victims of domestic abuse and women who 
have offended often have other complex needs and 
are likely to require support from a diverse range of 
agencies and services. For example, there are links 
between victims of domestic abuse and women 
offenders, substance misuse and mental health issues. 

The ‘branches’ discussed below can stand alone, 
however, it’s vital that professionals understand 
that due to the complexities of both offending and 
domestic abuse, women will often present with a 
range of these needs and it is likely that women will 
need support from a number of the branches at any 
one time. It is essential that services are able to react 
in a fluid and responsive manner to effectively support 
women accessing the Women’s One Stop Shop. 

BRANCH 1: SAFETY

Centre staff should have close working partnerships 
and service level agreements with organisations that 
work to improve the safety and security of the most 
vulnerable people. There should be a clear and simple 
referral process for women requiring target hardening 
so that this work can be completed in a timely and 
organised fashion, ensuring that women feel safe in 
their homes. Each centre should also have at least one 
staff member acting as a MARAC representative so 
that cases can be fully disclosed and discussed at these 
conferences as well as vital and accurate information 
sharing taking place. As soon as domestic abuse 
emerges as a need, the appropriate risk assessment 
and safety planning should take place. This may vary 
between areas and organisation however, the safety 
of the woman and her children is paramount at all 
times and good links should be maintained with POVA, 
Child Protection and all safeguarding forums and 
protocols. Robust risk management systems for staff 
and the centre need to be developed and implemented 
consistently. Protocols regarding lone working and 
working with high risk offenders should be embedded 
and fundamental to the operation of the centre. 

BRANCH 2: ACCOMMODATION 

Women offenders may face a variety of housing 
concerns ranging from problems with landlords to 
homelessness. Support to either remain in current 
accommodation or to find secure accommodation 
may include attending homelessness assessments, 
appointments, liaising with social landlords or securing 
private rented accommodation. Support should be 
given around housing options. The development of 
good working relationships with local authorities, 
social landlords and private landlords are vital in order 
to best support the woman.
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For women fleeing domestic abuse, refuge will often 
be an option. In Wales, refuge provision is coordinated 
by the All Wales Domestic Abuse Helpline which is 
able to offer advice on the availability of bed space in 
every refuge in Wales at any given time. Centre staff 
should have good working relationships with refuge 
providers and be aware of the referral processes. Most 
refuges comprise private bedrooms and communal 
living spaces (kitchen, bathrooms and living rooms) 
however, there are also a small number of self-
contained units in Wales which may be appropriate for 
those unable to access shared refuge accommodation 
due to alcohol or substance dependency or certain 
convictions and the potential risk that this could 
present. It is good practice for the domestic abuse 
providers in the local authority area that the woman is 
fleeing to provide adequate transport for her (and her 
children if applicable) to access refuge. 

Recently there has been a growing awareness of 
the damage and further victimisation of the woman 
and her children by having to flee their home and 
community. Therefore, agencies should aim to 
support the woman to remain safely within her home 
whilst removing the perpetrator and holding them 
accountable. The property should be adapted using 
target hardening measures in order that the woman 
and her children can either continue to remain in their 
home or access refuge and then safely return home.

Due to the dynamics of domestic abuse, it is important 
that support is not only available in crisis but that 
it extends beyond that point of time. Options such 
as supported housing should also be explored and 
considered as it is usually available for extended 
periods of time. 

BRANCH 3: FINANCES

For women who have experienced domestic abuse 
and women who have offended, finances will present 
as a key support need. Required support may vary 
from woman to woman depending on her personal 
circumstance. Support could include: 

• Initial setting up of benefits or help to amend 
personal details, attend tribunals, submit medical 
or financial evidence or appeal decisions  

• Claiming Child Tax Credits and/or Child Benefit, 
support with submitting evidence, contacting 
relevant agencies or appealing decisions 

• Developing budgeting skills, ensuring that each 
women is receiving everything that she is entitled 
to, looking at ways to decrease outgoings and 
maximising income 

• Debt management support and advice including 
debt management plans, debt relief orders and 
debt consolidation where appropriate 

• Accessing relevant training, education and 
employment opportunities to invest in their long-term 
financial security (this is discussed in Branch 8).

Financial stability is an integral part of recovery and 
it is vital that the centre works in close partnership 
with financial advice services such as Citizen’s 
Advice Bureau and the Money Advice Service. 
Regular surgeries should be held in order to best 
support women to take control of their finances and 
enable them to receive the vital advice and support 
that they need.  

BRANCH 4: HEALTH AND WELLBEING 

This branch encompasses both physical and mental 
health needs. Due to the intrinsic links between 
mental health, domestic abuse and offending it is 
vital that women have access to advice, support and 
guidance. Due to its supportive and safe environment, 
a Women’s One Stop Shop is the ideal location for 
mental health services to either co-locate or establish 
regular surgeries. This would ensure confidentiality 
and anonymity for women. Having alternative 
therapies and counselling available on-site reduces the 
risk to women and can complement the other support 
that she is accessing at the centre.
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Women may also need support around physical 
health and wellbeing which may involve registering 
with local health practices such as GPs and dental 
practices, accessing support around healthy eating 
and exercise, stress management and other key life 
skills. Developing and running regular group sessions 
around wellbeing gives women the opportunity to 
meet new people, learn new skills, grow in confidence, 
and develop positive coping mechanisms and 
skills for life. 

BRANCH 5: SUPPORT NETWORKS AND 
HEALTHY RELATIONSHIPS

Women do not exist in isolation. Many women who 
have experienced domestic abuse, have offended or 
are at risk of offending, have children. Consideration 
should be given to supporting women to repair, 
build and maintain their wider networks. Historically, 
keyworkers have played a vital role in sharing 
information and attending multi agency meetings 
and statutory meetings such as Social Services core 
groups and case conferences, to ensure that women 
and their children are well supported and its key that 
this is continued. If possible, mediation services should 
also be available to women and their families, whether 
provided through the Women’s One Stop Shop or 
by referral to appropriately skilled partner agencies. 
Given the impact that both domestic abuse and 
offending may have had on children, and in particular 
those that have been separated from their mothers 
for a significant amount of time, it’s vital that staff 
are able to not only identify the support needs of the 
women and children they are working with, but are 
also confident in putting further support in place and 
working with those agencies best placed to deliver this 
additional support. 

Support should not be restricted to relationships 
between the women and their children, but should 
encompass any relationship, whether with family, 
friends or partners. There should be a focus on 
identifying and tackling harmful and negative 

relationship behaviours. The aim is to equip women 
with the skills to create and maintain healthy, 
respectful and positive relationships in the future. 

BRANCH 6: LEGAL ISSUES

A woman accessing support may need to obtain legal 
advice for a range of reasons. As a victim of domestic 
abuse, a woman may need support around obtaining 
Legal Aid. There are specific criteria for accessing Legal 
Aid and a woman may need support to gather and 
present her solicitor with evidence that she has been 
a victim of domestic abuse in order to successfully 
access it. These criteria are specified in Appendix C1.

A woman may need advice in relation to her parental 
rights, non-molestation orders, and child contact 
concerns or in reporting domestic abuse to the police 
and any subsequent court process.

Women who have offended are also likely to require 
support to access advice and support specific to their 
charges, history or case. Support should be given to 
women to help them navigate the complexities of the 
Criminal Justice System.

In order to meet these needs, regular legal surgeries, 
including both family and criminal law, should take 
place in the Women’s One Stop Shop. This provides 
women with a safe environment in which to gain vital 
legal advice and support. Close working partnerships 
between Women’s One Stop Shop staff, the police and 
local solicitor firm provide an invaluable service to 
women when they need it most.  
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BRANCH 7: SPECIALIST SUPPORT

DOMESTIC ABUSE AND/OR SEXUAL VIOLENCE

For those women who present with domestic abuse 
and sexual violence as an issue, there should be 
specialist support and advice available and easily 
accessible. This Service delivery model has focussed 
upon each branch with specific consideration to 
the needs of those who have experienced domestic 
abuse and/or sexual violence. This awareness and 
understanding should be reflected throughout all 
branches and aspects of service delivery in order to 
provide holistic and wrap around support. 

OFFENDING

Those who are presenting with offending as an issue 
as previously discussed should be treated as a woman 
first and foremost. However, the types and causes of 

offending should be considered and women should 
be able to access appropriate and timely specialist 
support to address this. Support should be provided 
by agencies and organisations that have specialist 
skills and understanding of offending and the Criminal 
Justice System.  

SUBSTANCE AND ALCOHOL MISUSE

Research shows that both domestic abuse and 
offending are intrinsically linked with alcohol and 
substance misuse. Historically, agencies have been 
hesitant in delivering support to those who present 
with complex alcohol and/or drug issues. In order 
to ensure that every woman has access to the 
support that she needs, it is vital that centre staff 
receive vital training to gain the knowledge, skills 
and understanding needed of these complex issues, 
and that close working partnerships are formed with 
local specialist support agencies. These should be 
encouraged to co-locate at the centre or to provide 
regular and accessible drop-in surgeries. 
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PROSTITUTION AND SEX WORK

All support should be women led and women 
centred and should included education and advice 
regarding sexual health and personal safety. Women 
will be encouraged and supported to escape from 
the sex industry and their safety will be paramount 
throughout this process. This specific issue may be 
supported within the Women’s One Stop Shops, 
through either co-located or partner specialist 
support agencies 

BRANCH 8: EDUCATION, TRAINING  
AND EMPLOYMENT 

Women offenders may need support around a 
variety of education, training and employment 
issues. For some, support may be needed to obtain 
basic literacy and numeracy qualifications which 
in turn will improve their employment prospects. 
For others, practical support may be needed in 
searching and applying for work, writing CVs or 
learning interview techniques, or on maintaining 
work placements and employment. Having 
education, training and employment (ETE) surgeries 
at the centre encompassing a range of vocational, 
academic and basic skills support gives women the 
opportunity to grow and develop essential skills in 
a supportive, non-judgemental environment. It’s 
vital that staff forge good working relationships with 
numerous ETE organisations in order that surgeries 
are successful and that the women attending are 
given the best opportunities for positive outcomes. 

It is key that there is an understanding of the issues 
and experiences that many of the women accessing 
ETE services have. These services should take a flexible 
and responsive approach which enables women to 
attend and engage. Childcare, attendance at probation 
or other commitments should be considered and 
respected by services whilst a routine is established. 

There may be a need for services to focus more on 
soft skills including budgeting, cooking skills and 
confidence building. Work should take place in group 

settings and on a more intensive one to one basis. 
Targets and goals should be realistic, achievable 
and distance travelled easily measured. It may be 
necessary for women to have a small amount of 
time and opportunity to ‘offload’ before being able to 
focus upon tasks.

BRANCH 9: EMPOWERMENT AND CHANGE 

This branch is reflective of the ‘Attitudes, Behaviours 
and Thinking’ pathway used by probation in reducing 
reoffending. Women should have the opportunity 
to access programmes which build self-esteem and 
confidence and encourage positive changes, such 
as the Freedom Programme and The Recovery 
Toolkit which focuses on developing effective coping 
strategies. Ideally, these programmes should be 
delivered on a rolling basis and within the centres as 
these are safe and secure places where women will 
feel comfortable.
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APPENDICES

APPENDIX A1: MAP OF WELSH  
DOMESTIC ABUSE ONE STOP SHOPS

APPENDIX A2: WELSH DOMESTIC  
ABUSE ONE STOP SHOPS

 
Local Authority: One Stop Shop:

1 Blaenau Gwent Gwent Domestic Abuse Services

Phoenix House

Surgery Road

Blaina

Blaenau Gwent

NP13 3AY

2 Caerphilly Safer Caerphilly MAC

Cameron House

57 Commercial Street, 

Ystrad Mynach

CF82 7DW

3 Cardiff Cardiff Women's Centre 

16 Moira Terrace 

Cardiff 

CF24 0EJ

4 Carmarthenshire 1 Stop

23 Bridge Street

Carmarthen 

SA31 3JS

5 Ceredigion Aberystwyth Women’s Aid

42 Portland Road

Aberstwyth

SY23 2NL

6 Conwy Aberconwy Domestic Abuse 

Services One Stop Shop

Llandudno Junction

Heulwen, 

Glyn Y Marl Road, 

Llandudno Junction

LL31 9NS

7 Conwy Colwyn Women's Aid 

Metropole Buildings

Colwyn Bay

Conwy

LL29 8LG
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Local Authority: One Stop Shop:

8 Denbighshire North Wales Women's Centre

46 - 54 Water Street

Rhyl

Denbighshire

LL18 1SS

9 Denbighshire 10 Brighton Road

Rhyl 

Denbighshire

LL18 3HD

10 Flintshire Domestic Abuse Safety Unit

Wrenmore House

104, Chester Road East

Shotton

Deeside

Flintshire

CH5 1QD

11 Gwynedd Gwynedd One Stop Shop

Derwydd,

Heol y Dwr

Dolgellau

LL40 1DD

12 Isle of Anglesey Gorwel 

33 - 35 High Street

Llangefni 

Ynys Mon 

LL77 7NA

13 Merthyr Tydfil Teulu Partnership

The Pontmorlais Centre

47 – 48 Pontmorlais

Merthyr Tydfil

CF47 8UW 

14 Monmouthshire 26A Monk St

Abergavenny

Monmouthshire

NP7 5NP

Local Authority: One Stop Shop:

15 Neath Port Talbot Number 17

17 Victoria Gardens

Neath

SA11 3AY

16 Newport Newport One

Multi-agency Suite Floor 1

Old Station Building

Queensway

Newport

NP20 4AX

17 Pembrokeshire 8 High street

Haverfordwest

Pembrokeshire

SA61 2EP

18 Rhondda Cynon Taf The Oasis Centre

Ashgrove Office 

Upper Church Street 

Pontypridd 

CF37 1UF 

19 Torfaen Chrysalis Centre

3/4 Townbridge Buildings

Park Road

Pontypool

NP4 6JE

20 Vale of Glamorgan Cadoxton House

Belle Vue Terrace

Barry

CF63 2JQ

21 Wrexham Wrexham Women’s Aid

6 Temple Row

Wrexham

LL13 0BY



The Llwybrau Project  |  83

Name of Organisation Type of Organisation

Adlerian Society 
Counselling Service

Promote the understanding, 
application and development 
of Individual Psychology and 
Adlerian Counselling in the UK.

Adref Adref is a registered charity and 
limited company devoted to 
eradicating homelessness in the 
South Wales Valleys.

Agored Cymru Agored Cymru is the Welsh 
awarding organisation 
specialising in meeting the needs 
of all learners in Wales.

Almond Tree 
Counselling Service

The Almond Tree is a Counselling 
Service and part of The Almond 
Tree Christian Fellowship, a not 
for profit organization, governed 
by a board of trustees.

Barnardo’s Run over 900 services across 
the UK, including counselling for 
children who have been abused, 
fostering and adoption services, 
vocational training and disability 
inclusion groups.

BAWSO Deliver specialist services to 
people from Black and Ethnic 
Minority backgrounds who are 
affected by domestic abuse and 
other forms of abuse.

Bi- Polar UK The national charity dedicated 
to supporting individuals with 
the much misunderstood and 
devastating condition of bipolar, 
their families and carers.

CAIS Registered charity helping 
people who are having problems 
with addictions, mental 
health, personal development 
and employment.

Calan DVS Calan provides a range of 
immediate and long term 
support options for individuals 
and families experiencing 
domestic violence and abuse.

Carmarthenshire Domestic 
Abuse Service (CDAS)

A Carmarthen based charity 
with a primary focus supporting 
women, men and children 
affected by domestic abuse and 
sexual violence.

Cartrefi 
Cymunedol Gwynedd (CCG)

Housing Association.

Changing Lives Work with people experiencing 
homelessness, addiction and 
a range of other problems 
by reaching out in to our 
communities. We offer specialist 
support services for women and 
families and provide employment 
opportunities for our clients. 

Charter Housing Association.

APPENDIX A3: DIRECTORY OF ORGANISATIONS 

Name of Organisation Type of Organisation

Citizens Advice Bureau (CAB) Provide free, independent, 
confidential and impartial advice 
to everyone on their rights and 
responsibilities.

Clwyd Alyn Housing Association.

Community and Voluntary 
Support Conwy (CVSC)

Community and Voluntary 
Support Conwy (CVSC) is 
the umbrella body set up to 
develop and promote voluntary 
and community action in the 
County of Conwy.

Domestic Abuse 
Resource Team (DART)

The Domestic Abuse Resource 
Team (DART) offer confidential, 
practical and emotional support 
to female and male victims of 
domestic abuse in Merthyr Tydfil.

Drugaid Cymru Provide support, information 
and advocacy to those who are 
vulnerable and marginalised 
as the result of their own or 
someone else's drug and / or 
alcohol misuse.

Dyn Project The Safer Wales Dyn 
project provides support to 
Heterosexual, Gay, Bisexual and 
Trans men who are experiencing 
Domestic abuse from a partner.

FACT Team The Fact Team is a crucial part 
of the Families First project as 
it manages the referrals, and 
provides a team of support 
workers who will complete a ‘Joint 
Assessment Family Framework’ 
(JAFF) for each referred family.

Families First Aims to improve outcomes 
for children, young people 
and families. It emphasises 
prevention and early intervention 
for families, particularly those 
living in poverty.

Gibran Provide care and support to 
women offenders, increase their 
self-esteem, confidence and 
feelings of control/empowerment, 
therefore helping women 
lead meaningful lives and be 
able to integrate fully within 
their communities.

GISDA To offer vulnerable people 
in society the opportunity to 
improve their quality of life 
so they aren’t disadvantaged 
because of poverty.

Gorwel Provides services to deal with 
domestic abuse in Anglesey.

Gwalia Provider of housing, care 
and support services in 
south and mid Wales.
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Name of Organisation Type of Organisation

Gwent Domestic Abuse 
Services (GDAS)

A registered charity established 
in 2002 to provide a free and 
confidential information and 
support service to those affected 
by domestic abuse within the 
borough of Blaenau Gwent. 

Hafal An organisation in Wales working 
with individuals recovering from 
serious mental illness  
and their families.

Hafan Cymru A charitable housing association 
that provides housing and 
support to men, women, their 
children and young people 
across Wales. Primarily working 
with those escaping domestic 
abuse, helping them regain 
their independence.

Hafod Housing Association.

Home Start Help and Support for families 
in Blaenau Gwent with a child 
under 5 years old.

Kaleidescope Provide support to people with 
drug and alcohol problems, 
enabling them to make positive 
changes in their lives.

Llamau Llamau is a Homelessness 
Charity for the most 
vulnerable Young People  
and Women in Wales.

Melin Housing Association.

MIND Provide advice and support to 
empower anyone experiencing a 
mental health problem.

Money Advice Service The Money Advice Service helps 
people manage their money, 
directly through our own free 
and impartial advice service.

New Pathways A registered charitable company 
that provides a range of specialist 
counselling and advocacy 
services for women, men, 
children and young people who 
have been affected by rape 
or sexual abuse.

National Society for the 
Prevention of Cruelty to 
Children (NSPCC)

Help children who’ve been 
abused to rebuild their lives, 
protect those at risk, and find the 
best ways of preventing abuse 
from ever happening.

Prism Provide a drug and alcohol 
advisory service across mid 
and west Wales, covering 
Carmarthenshire, Ceredigion 
and Pembrokeshire.

Name of Organisation Type of Organisation

Rape and Sexual Abuse 
Counselling Service (RASAC)

Offers a free, confidential 
listening and support service for 
women and men who have been 
raped and/or sexually abused 
at any time in their lives, or for 
anyone who wants to talk about 
the effects of any unwanted 
sexual encounter.

Remploy Supporting disabled individuals 
towards work. Ensuring 
employers can recruit, retain and 
sustain the right individuals.

Seren Seren is a voluntary organisation 
which exists to offer free 
counselling to adult survivors of 
Childhood Sexual Abuse.

Shelter Cymru Provide independent specialist 
advice, advocacy and legal 
representation for anyone with 
housing problems.

SOLAS Cymru Provide a broad range of 
services for people who are 
vulnerable, homeless or at risk 
of homelessness.

SOVA Sova is a charity that works in the 
heart of communities in England 
and Wales to help people steer 
clear of crime.

Supporting People Welsh Government funding for 
housing related support.

Tai Clwyd Housing Association.

Team Around the Family (TAF) A Welsh Government Initiative 
being promoted across Wales. 
The approach recommends 
that professionals supporting 
children and families (teachers, 
health visitors, counsellors, youth 
workers, etc) work together 
at an early stage to problem 
solve with families.

The Care Society Promote social inclusion for the 
public benefit by preventing 
people from becoming socially 
excluded by reason of unsettled 
circumstance, homelessness, at 
risk of losing their home or living 
in inadequate accommodation.

Victim Support Victim Support is the 
independent charity for victims 
and witnesses of crime in 
England and Wales.

Welsh Women’s Aid* Provide direct services for 
women and children who have 
experienced or are experiencing 
domestic abuse.
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APPENDIX A4: PART 1: MAPPING QUESTIONNAIRE 

Organisation: LA: Contact: Role:

Brief Outline of Service:

1a) 
One Stop Shop: WCS: MAC: Other:

 
1b)  Are there other services/ agencies co located within your premises/ centre? 
Yes:                                                                   (go to 2a) No:                                                                   (go to 3a)

 
2a) Which services? 
Health & wellbeing: Therapy: Housing: ETE: 
 DA & Sexual abuse: Financial support: Substance misuse: Activity:

(Go to 4a) 
 
3a)  Do you work in partnership with any other services? 
Yes:                                                                   (go to 3b) No:                                                                   (go to 4a)

 
3b) Which Services? 
Health & wellbeing: Therapy: Housing: ETE: 
DA & Sexual abuse: Financial support: Substance misuse: Activity:
Any other:

 
3c)  In what context do you work with these services? 

(Forums, formal contracts, informal agreements and referrals etc)

4a) Do you work with Women Offenders? 
Yes:                                                                    (go to 4b) No:                                                                   (go to 5a)

 
4b)  Could you explain further how you work with this group?  

(Is there a specific service/programme/approach)

5a)  Would you be willing/able to share any of the following: 
Evaluations: Partnership contracts: Policies/strategies: Any other docs:

 
6a) Do you have any additional comments or feedback?
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APPENDIX B1

CEDAR – HAVERFORDWEST ONE STOP SHOP TIMELINE

March 2011  Project initiation document submitted internally to Pembrokeshire County Council by Domestic Abuse 
Coordinator for support to consider application for Welsh Government Capital Funding for a Domestic 
Abuse One Stop Shop in Pembrokeshire.

October 2011 Hafan Cymru gave initial agreement to be involved in bid and lead agency of project.

March 2012  Funding application submitted to Welsh Government by Pembrokeshire Community Safety Partnership

April 2013 Capital funding allocation confirmation received.

May 2013  Hafan Cymru confirmed their support and agreement to be the lead agency at the One Stop Shop

October 2013 Building work commenced with completion date scheduled for March 2014.

March 2014  One Stop Shop Multi-Agency Steering Group established to develop service provision. Membership, 
meeting frequency and draft Terms of Reference agreed.

April 2014  Lease and Service Level Agreement signed by Pembrokeshire County Council and Hafan Cymru

 Project action plan drafted by Safer Pembrokeshire Partnership 
 Support Coordinator and agreed by One Stop Shop Steering group.

May 2014  Community Safety Partnership submitted bid to Welsh Government for £15k for capital funding to 
include multi-functional furniture and video conferencing equipment to link to HM Courts.

June 2014 Building works completed.

July 2014  Handover of the premises completed and Hafan Cymru moved staff into the premises 

  Steering Group meeting took place with representatives from Safer Pembrokeshire, Gwalia, Hafan 
Cymru, Plant Dewi, PCC Supporting People, Community Drug and Alcohol Team, Domestic Abuse Forum 
Co-ordinator, Community Safety, Families Intervention Team, PVPU Dyfed-Powys Police, Victim Support 
and Probation. 

September 2014 Delivery of Freedom Programme began 

  Children’s Services commenced holding Case Conferences in the One Stop Shop, bringing the first 
income into the facility.

  Acknowledgement received from VAWDA team in Welsh Government of successful allocation of £15k to 
pay for multi-purpose furniture and video conferencing equipment to link to HM Courts.

  First CEDAR Service User forum held to get feedback on the facility and input from them in how to 
further develop the whole project.

  After partnership and service user consultation, the One Stop Shop Steering group agreed at their 
meeting on Centre for Domestic Abuse Resource or CEDAR as the name for the new facility.

  Meeting with Safer Pembrokeshire, Hafan Cymru and the Live Links department of HM Courts to discuss 
using premises video-link to courts, as part of the special measures for witnesses. 

  Meeting held to discuss the development of a specialist children’s worker post with Plant Dewi, whose 
funding is linked to the One Stop Shop.

October 2014  Safer Pembrokeshire submitted bid to Dyfed-Powys Police & Crime
 Commissioner for support for domestic abuse resources for the CEDAR

November 2014 Successful official opening and launch event held. Well received and 
 Attended by over 40 partner agency delegates
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APPENDIX B2

MERTHYR TYDFIL- THE TEULU MAC TIMELINE

2007   A review of domestic abuse services in Merthyr Tydfil was commissioned by the Domestic Abuse Forum. 
It aimed to look at how services could be integrated to improve the experience and journey through 
services of victims and their families. 
 

2008   As a result of the review of services the Teulu Partnership Team was established. 
 

2010   Successful application made by Safer Merthyr Tydfil on behalf of the Teulu Partnership Team, to Welsh 
Government for a capital Funding Grant. 
 

2011   Official Re-opening of the Teulu MAC by Welsh Government Minister Carl Sargeant on November 2011. 
 

Late 2011   SMT DART return to their base at the Teulu building, and this is shortly followed by BAWSO and then 
Victim Support. Llamau Women’s Services provide voluntary Front Desk Cover initially on a shared rota 
basis with the other three agencies, but their base is at the local refuge.  
 

 SMT DART starts delivering the Recovery Toolkit at the Teulu MAC. 
 

2012   SMT DART starts coordinating a counselling project delivered by volunteer counsellors.  
 

January 2012  JNP Solicitors start offering fortnightly legal advice surgeries at the Teulu MAC. 
 

March 2012   The Money Advice Service begins offering drop-ins at the Teulu MAC, however, this is on an ad hoc basis, 
due to inconsistent attendance. 
 

June 2012   Crea8 programme for Young people aged 11+ yrs is first delivered at the Teulu MAC. 

August 2012   Comets & Rockets (STAR Programme) for Children aged 4-11yrs is first delivered at the Teulu MAC. 
 

September 2012  Llamau begin delivering the Freedom Programme from the Teulu MAC. 
 

Late 2012   The ‘Believe in Change’ Voluntary Community Programme for perpetrators is first delivered at the Teulu 
MAC, which continues until funding comes to an end in summer 2013. 
 

Early 2013   The Almond Tree Counselling Service starts providing counselling sessions in the Teulu MAC for clients 
referred by services within the Teulu MAC. 
 

  The Gwena Group (Service User Support Group) start meeting on Friday mornings at the Teulu MAC. 
 

Summer 2013   Fortnightly MARAC Meetings begin being held at the Teulu MAC  
(previously Aberdare Police Station). 
 

*N.B. Some dates are approximate.
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APPENDIX B3

CALDERDALE AND KIRKLEES WOMENCENTRE TIMELINE

1983    200 local women attended a meeting arranged by a women’s group to discuss  

Do we need women only holistic health services in Calderdale? 

1984   2 years funding from the District Health Authority agreed.

1985   Calderdale Well Woman Centre opened in Halifax town centre.

1987   Outreach services to outlying districts becomes a priority.

1987 to 1990    Average 1500 women a year using the Centre’s services. Over 40% issues relate to mental health.

1990   Funding received from Calderdale Borough Council for core costs.

1991   Calderdale Council agrees funding for next 3 years.

1995    Service Level Agreement with the Calderdale and Kirklees Health Authority for core costs

1996   Centre Manager appointed.

1998    Domestic Violence Support Project funded through the Community Safety Partnership established in 

Calderdale. Managed by a steering group, the project makes strong links with the Centre.

1998 •   National Institute of Adult Continuing Education grant £44000 over 2 years funding   

Learning and Skills programmes for women.

 •  Health Authority increases level of funding from £5000 to £15000 over 3 years.

 •  Began free legal clinic for any woman in partnership with local solicitors.

 •  Services users reached 3000.

1999 •  The Domestic Violence Support Project taken over by the Women’s Centre – funding continued through 

the Community Safety Partnership.

 • Centre’s Volunteer Training Programme accredited by Open College Network.

 • Centre achieved Investors in People status.

 • Service users numbered 6686.

 • 10 volunteer counsellors.

 •  The Centre Manager invited to contribute to the Social Exclusion Unit’s report on Women, Poverty and 

Information and Communication Technology.

2000 •  The Department Of Health Senior Policy Lead for the Women’s Mental Health Strategy begins work 

with the Centre. 

 •  The Centre is awarded the Legal Service Commission Quality Mark as an Assisted Information Provider.

 •  The Centre Manager nominated Chair of the NSF Mental Health Reference Group and member of the 

Local Implementation Team.

 • Constitution modernised and approved by the Charity Commission.

 • Service users number 7828



The Llwybrau Project  |  89

2001 •  The Legal Services Commission fund the Centre’s Advice and Guidance Project for 3.5 years.

 • NIACE fund a further 2 years learning programmes.

 • First 5 year business plan written.

 •  Active Communities Unit invites Centre Manager to take part in a think tank looking at resourcing 

women’s voluntary activity.

 • Centre Manger’s post appraised and retitled Director.

 • Service users number over 8000.

 • Director elected Chair of the Domestic Violence Forum.

2002 •  A 2-year funding agreement with the Children’s Fund to work with children affected by domestic 

violence granted.

 •  New Opportunities Fund grant of £986000 confirmed enabling the Centre to purchase town centre 

premises and meet revenue costs for 5 years.

 • Investors in People Status re issued.

 • Legal Services Quality Mark at General Help Level achieved.

 •  The Centre is named as an example of good practice in the National Women’s Mental Health Strategy

 •  The Centre is invited to speak at the NACRO Conference – Social Exclusion, mental health and offending.

 • Service users in excess of 8000.

2003 •  Home Office Family Support Unit grant £100,000 over 3 years to work with women and children affected 

by domestic violence.

 •  Purchase of large 4 storey town centre premises completed and all Centre services move 

under one roof.

 • Business Plan reviewed and new targets set.

 •  Centre develops a counselling skills course aimed at those working with children and young people. 

Course accredited by the Open College Network.

 •  Home Office and Department of Health invite Director to join special working party to look at alternatives 

to custodial sentences for women with mental health problems.

 •  The Lord Chancellors Department invites the Director to join a Working with Diversity Working Group.

 • Legal Services Commission invites the Centre to speak at 2 regional conferences.

 •  The Department of Health invites the Centre to speak at a national conference to disseminate best 

practice in holistic mental health services.

2004 •  Centre achieves Legal Service Commission Quality Mark at General Help with Casework Level.

 •  The National Institute of Mental Health for England invites the Centre to make a key contribution to a 

major conference on women’s mental health.

 •  Funding secured from Connexions West Yorkshire (£69000) to develop domestic violence services 

for young people.
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APPENDIX C1

EVIDENCE CRITERIA FOR INCIDENCES OF DOMESTIC VIOLENCE

• Criminal conviction

• Police caution

• Police bail

• Ongoing criminal proceedings

• Protective injunction

• An undertaking

• Letter from a Multi-Agency Risk Assessment Conference

• Finding of fact, by a court

•  Letter from social services - letter from a doctor (including a family doctor or ‘GP’), nurse, midwife,  

practitioner psychologist or health visitor

• Letter from a domestic violence refuge or refusal of entry to refuge

•  Referral to a domestic violence specialist support service by a doctor,  

nurse, midwife, practitioner psychologist or health visitor

• A Domestic Violence Protection Notice or Domestic Violence Protection Order granted

• A bind over

 
http://www.justice.gov.uk/private-family-matters-legal-aid/victims-domestic-violence 

APPENDIX C2

THE LLWYBRAU MODEL

1. At the root: Women Centred Approach

2. Women’s One Stop Shop

3.  Middle of tree: Women’s One Stop Shop – 
 Appendix A1 and A2 

4. Branches: 

4.1 Safety  
 Suggested Partner Agencies:

 Emergency Services- 999 in an emergency 101  

 for non-emergency

 Target Hardening including Fire and Rescue Service

 Domestic Abuse specific organsiation

 Sexual Assault Referral Centre

 Local Authority Community Safety Team

 Housing Association’s Community Safety Team

 Independent Domestic Violence Advisor

 Victim Support

4.2 Accommodation
 Suggested Partner Agencies

 Local Authority Housing Options

 Housing Associations

 Homelessness Charities

 Housing Advice

 Citizens Advice Bureau

 Local Authority Housing Benefits Department

 Supporting People Team

 Bond Boards
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4.3  Finances
 Suggested Partner Agencies

 Local Banks including Credit Unions

 Citizens Advice Bureau

 Money Advice Service

 Tax Credits Helpline

 Local Authority Housing Benefits Department

 Job Centre 

 Child Benefit 

 Child Support Agency 

4.4 Health and Wellbeing
 Suggested Partner Agencies:

 Emergency Services- 999 in an emergency  

 101 for non-emergency

 NHS Direct

 Local GP Surgeries

 Local Dental Surgeries

 Local Opticians

 Local Clinics 

 Community Midwives/ Health visitor Team

 Adult Mental Health Service

 Child and Adolescent Mental Health  

 Service (CAMHS)

 Mental Health Charities/ Third  

 Sector Organisations

 Social Services Department 

4.5 Support Networks
 Suggested Partner Agencies:

 Local Counselling Service (Statutory & VCSE)

 Local Mediation Service (Statutory &VCSE)

 Relationship specific VCSE

 Families First 

 Domestic Abuse Specific services

 Children specific VCSE

 Sexual Assault Referral Centre

 Mental Health Organisations

 Substance Misuse Organisations

 Befriending Service/Charity

 Women Offender specific Organisations 

4.6 Legal Issues
 Suggested Partner Agencies:

 Local Solicitors (Family and Criminal)

 Local NSP & CRC

 Local Court 

 Citizen’s Advice Bureau

 Local Trading Standards 

4.7.1 Substance and Alcohol Misuse
 Suggested Partner Agencies

 Substance misuse VCSEs

 Local GP Surgeries

 Women Offender specific organisations 

4.7.2 Prostitution and Sex Work
 Suggested Partner Agencies:

 Sex work VCSEs

 Local Sexual Health Clinics

 Women offender specific organisations

 Sexual Assault Referral Centre

 

4.7.3 DOMESTIC ABUSE
 Suggested Partner Agencies:

 Emergency Services- 999 in an emergency  

 101 for non-emergency

 Domestic Abuse Specialist Organisations

 Social Services Department

 All Wales Domestic Abuse Helpline

 Sexual Assault Referral Centre 

4.8 Education, Training and Employment
 Suggested Partner Agencies:

 Local Colleges

 Local Universities

 Job Centre

 ETE specific VCSE’s

 Business in Focus

 Student Finance

 Citizens Advice Bureau 

4.9 Empowerment and Change
 Suggested Partner Agencies:

 Domestic Abuse Specific Organisations

 Sexual Assault Referral Centre

 Mental Health Organisations

 Substance Misuse Organisations

 Befriending Service/Charity

 Women Offender specific Organisations
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