
Over the past 31 years, The Well has created a trusted safe community space that the 
numbers alone can't describe.Here’s a look back at what The Well accomplished in 
2025. The data shows what we did, but the stories explain why it matters.  

Executive Summary 
1. Operational Reach & Impact 
In 2025, our Advice Centre service demonstrated significant community impact, 
balancing a high volume of new enquiries with intensive long-term casework. 
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Positive Network Effect: Our approach is validated by high client satisfaction as 
indicated in our annual Advice Centre survey where: 

97% 95% 97% 

Clients who felt they made 
progress on their issue 

Felt more confident knowing 
next steps 

Would recommend The Well to 
others 

 

Our service is holistic and our impact is not measured purely by our Advice service. Our  
other services are powerful community-led gateways of trust particularly for ethnic 
minority women.  

●​ Dedicated 1:1 Care: Our Head of Women and Families provided focused, 
long-term personal attention to clients facing acute or complex challenges, 
including over 18 women and 5 men. 

●​ Community & Empowerment Groups: We ran a diverse range of groups, 
fostering skills and connection through ESOL classes (50 women), Chai and 
Chat (20 women), the Bubbles toddler group (15 women and 20 children), and 
the Men’s Group (17 men). 

“Everything about The Well is important. Women are important at The Well - not everywhere! I 
went to English classes. I can go to the Doctor now on my own because of this” -Service User Feedback 



2. Workforce & Social Value 
Our service is powered by a unique delivery model that combines professional oversight 
with community mobilisation: 

●​ Management: 1 Full-time Manager providing supervision and immigration 
casework. 

●​ Volunteer Power: A dedicated pool of 24 volunteers provide advice and 
administrative support while another 10 volunteers assist with our social 
programmes. 

●​ Daily Capacity: On average, the Manager supervises 2 volunteers per Advice 
session, ensuring a high-quality, supervised learning environment while 
maintaining service output. 

 3. Key Service Trends  

 

 



4. Top 10 Matter Categories (by Workload) 
Our primary work continues to be driven by essential survival needs. Universal Credit 
and Immigration represent the largest portion of our total Advice service hours.

 
5. Casework Complexity & Intensity 
Our data proves that we are providing much more than "one-off" advice. Many 
categories require long-term advocacy and multiple points of contact. 

●​ Average Support Duration: Core categories like Immigration (49 days) and 
Pensions (47 days) can require nearly 7 weeks of support from opening to 
resolution. 

●​ High-Intensity Cases: Our most complex cases, particularly in Housing and 
Health, have required up to 340+ days of  support and over 24 hours of advisor 
time for a single client. One client came a record 331 times for support.  

5. Efficiency & Community Investment 
By leveraging a volunteer-led model, the service delivers exceptional value for money: 

●​ Actions per Month: Average of 924 individual actions completed every month. 
Our team handles a high-frequency workflow. 

 

Note: 
The 2025 data confirms that while Universal Credit and Immigration drive our volume, 
Housing and Disability cases drive our complexity. The service is currently maximising 
its 24-hour weekly opening window, and any further increase in demand would likely 
require additional advisor capacity. 

 



2025 Performance 
Section 1: Service Demand and Annual Refresh 
In 2025, The Well opened and managed 2,318 new cases. Demand was highest in the 
first quarter, averaging 3.5 cases opened for every hour the advice centre was open. 

●​ The January Baseline: January is our peak month and reflects our commitment 
to keeping accurate data. At the start of each year, we close all files and re-open 
them, performing an annual health check on every ongoing client situation. This 
data refresh ensures that when we are reporting on our yearly figures, all our 
cases are "Live" and "Real". 

●​ Primary Drivers: The majority of new demand was driven by Universal Credit 
transitions and Immigration queries. 

●​ True Growth: After the January baseline is set, we continued to see a steady 
stream of around 150-200 new matters each month throughout the year.  

●​ Ongoing Demand: From February to December we averaged 183 new cases 
per month. This shows the sustained need for Advice service throughout the 
year, independent of the January refresh.  

As mentioned, January is our most significant administrative period. By closing and 
re-opening all cases at the start of the calendar year, we ensure our data remains 
current. In January 2025, we successfully engaged and processed 301 cases, providing 
a comprehensive annual review for our returning community members alongside new 
walk-ins. 

 
Section 2: The Workload (Recorded Activity) 
While opening a case on Advice Pro shows new demand, our Activity Data shows the 
actual heartbeat of our service. Our team completed 11,085 separate actions this year.  

●​ Volume: We averaged 924 actions per month during our busiest periods and 3 
actions for every hour in the office. 

●​ Sustainability: This high output is sustained by the Manager and a rotating pool 
of 24 volunteers, ensuring that even when new case openings dip, the work on 
existing cases continues. 

This chart represents the recorded work completed by our team for the top 12 reasons 
people came from Advice. By tracking Work Completed rather than just Case Openings, 
we capture the full breadth of ongoing support required to help resolve issues our 



community is facing. 

 

 
Section 3: The Complexity (Duration of Support) 
At The Well we pride ourselves on providing long-term advocacy and resilience, not just 
quick fixes. The "Days to Close" data highlights that the issues our community faces are 
rarely resolved in a single visit. On average, an Immigration case requires 50 days of 
active support, while Disability Benefit support lasts 43 days. There are many reasons 
for this like waiting for the Home Office to respond on immigration matters, or waiting for 
the DWP to process a claim after completing a long and time consuming application 



form, or negotiations with landlords or the council on a housing matter. 

 

Our data shows that we spent 3,543.2 hours giving advice this year.  While we might 
see many people for a few minutes of Advice, some clients require "intensive care" that 
spans several return visits over weeks or months to complete. This demonstrates the 
high level of trust and long-term advocacy provided by our team. 

 

 



 

Case Study: Beyond the Numbers 

Someone came to our Advice Centre in autumn 2025 
relying heavily on family because they lacked basic 
understanding of British money. Our advisor realised this 
and took out some change, patiently teaching this person 
the value of the coins. They left beaming, realising they are 
capable of learning. This story illustrates why our cases 
take time: we don't just fill in a form; we invest in the 
person’s confidence and independence. 

 

Case Study: Spending time on me 

Forms and applications can be intimidating. Something we hear too often 
at the Advice Centre  is "I could have done it myself, but I was scared." In 
early Spring 2025 an advisor at The Well supported someone with a 
housing application. They sat beside them and guided them through the 
process. This gave them the encouragement they needed to realise they 
could fill in the form himself.  At the end of the session they said ""Thank 
you for your time. You spent time for me."  These words mean so much. 
Sometimes, the most powerful advice is the encouragement to believe in 
yourself.  

 

Section 4: The Community (The Heart of The Well) 
Our advice service does not sit in isolation. It is supported and integrated with social 
groups like Chai & Chat, Women’s ESOL classes, Bubbles Toddler Group and our 
Men’s Group with an additional 10 volunteers to those that volunteer in the Advice 
Centre.  



The Impact of Belonging: 
We had two placement students work with us this year, primarily with our group 
activities. One student shared these reflections after their time at The Well: 

"What stood out to me most was that community happens in the quiet moments of life. 
There is something incredibly comforting about watching people build trust slowly and 
then suddenly realising that they have formed a circle of support they did not know they 
could find. This reminded me that belonging is not automatic, it is nurtured through 
gestures of welcome, small routines, and the courage to show up." 

By providing a student placement and volunteer opportunities, we are nurturing a "circle 
of support" that empowers the givers as much as the receivers.  

  
 

 

Section 6: Establishing a Central, Trusted Hub 
High service utilisation and strong client endorsement confirm The Well’s success in 
becoming a crucial resource that is actively shared within social networks, directly 
countering isolation. 

●​ High Service Utilisation: With over 6,000 visits to the Advice Centre and over 
1,400 people helped across all our services in 2025, The Well acts as a central, 
reliable meeting point and information source. 

●​ Reaching the Most Deprived: Crucially, approximately 25% of the people 
helped came from the lowest 15% on the Scottish Index Multiple Deprivation 
(SIMD), confirming the prioritisation of reaching the most financially vulnerable in 
an area where Child Poverty is significantly high at 32.1% (compared to 
Glasgow's 24.1%). 

●​ Targeted Community Reach: 62% of all advice clients identified as belonging to 
an ethnic minority group. The Well is providing a much-needed sense of 
community and belonging to the most diverse neighbourhoods in Scotland (The 
area has a 40% ethnic minority population where nearly 7% have little English 
language speaking skills). 



●​ The Ripple Effect on Families and Children: The Advice Centre and social 
groups don’t just stablise one person. In 2025, we supported over 940 families 
who have children under the age of 18. This includes over 2,000 children. This 
means that for every client we advise, we are often providing a safety net for an 
entire household. 

 

Reaching the Most Vulnerable: Over 570 of our clients live in areas ranked in 
the bottom 15% of the Scottish Index of Multiple Deprivation (SIMD). Our 
services help ensure poverty isn’t a barrier to support. 

 

●​ Linguistic Support: We used interpreters, often community led, 216 times (with 
Universal Credit and EU Settled Status requiring most support) to provide an 
inclusive service so that language is not a barrier.  



 

Conclusion: Stability and Hope 
The data from 2025 paints a picture of a service operating at maximum capacity with 
high efficiency. However, the true success of The Well is found in the words of our 
service users:  

"I can discuss things with you that I cannot discuss with anyone else." 

It is our greatest privilege to provide a space where everyone knows their issue is 
confidential and that we take them at their word. Creating this safe, non-judgmental 
environment requires stability, the certainty that our doors are open and that our staff 
and volunteers will be there. We look forward to continuing to serve our community in 
2026.  
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