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Public website version

	Review period
	1 April 2025 to 31 March 2026

	Independent external reviewer
	Benjamin Napier, Chief Executive, Citizens Advice Edinburgh

	Final approval date
	2 September 2026

	Purpose of this version
	Accessible public summary of the independent review and its findings



This public version presents the main findings, evidence and improvement priorities from GIC’s independently reviewed evaluation in a concise and accessible format.


1. About the review
Granton Information Centre (GIC) commissioned an independent review and evaluation of its advice service for the period 1 April 2025 to 31 March 2026. The review considered whether the service remains relevant to community need, how effectively and efficiently it operates, the impact of the advice provided, and the areas that should be prioritised for future improvement.
The review was independently considered by Benjamin Napier, Chief Executive of Citizens Advice Edinburgh. He reviewed the report and key supporting evidence, raised further questions where clarification was needed, and confirmed that the conclusions and recommendations were supported by the evidence reviewed.
2. What evidence was considered
The review used a mixture of quantitative and qualitative evidence. This included service activity and financial gain information, client demographics and geographic reach, case outcomes, the 2025–26 annual report, 155 client feedback responses, structured feedback from four external partners and referrers, and external and internal quality-assurance information.
3. Service activity and impact
During 2025–26, GIC delivered a high volume of advice and casework and recorded substantial direct benefit for clients.
	Measure
	2025–26 result

	Individual clients
	3,075

	Cases worked on
	4,088

	Recorded financial gains
	£4,719,734.77

	Clients with a recorded financial gain
	619

	Positive welfare-rights outcomes
	74.4% of recorded closed-case outcomes


Client feedback also showed strong reported outcomes. 94.8% rated the service very good or excellent, 86.5% said the advice helped resolve their issue, 79.4% reported increased knowledge and confidence, 69.7% said they were financially better off, 95.5% said they would seek GIC advice again and 94.8% said they would recommend the service.
4. Service remit and continuing relevance
GIC’s purpose is to tackle poverty by providing free, confidential and independent information, advice, advocacy and representation. Its main areas of work are welfare benefits, debt and money advice, housing advice, and support with access to charitable grants and referrals for food, clothing and fuel assistance.
The review found that this remit remains strongly relevant. The evidence showed significant reach into communities experiencing financial hardship and deprivation, and among people affected by ill health, disability, insecure housing and difficulty navigating complex benefit and advice systems.
GIC delivers advice from its main office and through community, health and outreach settings. Partner and referral feedback indicated that this model improves access, particularly for people who benefit from receiving advice in trusted local settings.


5. Specialist advice and representation
GIC has applied for Type III accreditation in Welfare Benefits, Housing and Money/Debt. The independent SNSIAP peer-review process recorded the remit reviewed as Types I, II and III in all three matter categories and confirmed a compliant outcome in each area.
GIC currently delivers Type III Welfare Benefits and Money/Debt work. Type III Housing advice and representation is temporarily paused because sufficiently experienced supervision is not currently available. GIC intends to resume this work only when appropriate supervision, staff competence and training, funding and service capacity are demonstrably in place.
6. What clients and partners told us
Client comments consistently described advisers as knowledgeable, patient, compassionate and clear. Clients reported reduced stress, increased confidence, successful benefit claims, increased income and support with forms, reviews and appeals that they would otherwise have found difficult to manage.
External partners and referrers also described GIC as highly relevant and effective, with strong communication, specialist knowledge and positive outcomes for the people they refer. The most consistent concern raised by partners related to appointment capacity and ease of booking when demand is high.
7. Efficiency, quality and sustainability
The review found that GIC delivers substantial activity and positive outcomes using its available resources. Management monitors staffing, caseloads, appointments and service capacity. Funding uncertainty, staff turnover, absence and recruitment can create pressure on service resilience, so appointment demand, waiting times and follow-up capacity require continuing review.
External SNSIAP peer review examined 36 cases across Welfare Benefits, Housing and Money/Debt. GIC achieved 91% in each topic and was confirmed compliant in all three areas by the Peer Review Moderation Committee. Internal quality assurance also includes regular case review, supervision and follow-up of improvement actions.
8. Main findings
	Area
	Finding

	Relevance
	GIC’s remit remains strongly aligned with the needs of the communities and client groups it serves.

	Effectiveness
	Client feedback, case outcomes and financial gains provide strong evidence that the advice service is effective.

	Impact
	The service provides clear financial, confidence and wellbeing benefits for many clients.

	Accessibility
	Office, outreach and partnership delivery support access, although appointment availability and booking routes require continued attention.

	Partnership working
	External partners report strong referral pathways, communication, responsiveness and joined-up support.

	Quality assurance
	External moderation confirmed compliance, while internal case review and improvement planning support continuous development.


9. Improvement priorities
The review identified a number of practical priorities for continued improvement. These have been incorporated into GIC’s action planning and will be monitored by management.
Review appointment demand, waiting times and booking routes, including access for people who cannot telephone at the opening time.
Provide clear and consistent information to clients and referrers about documents or case details needed before appointments.
Review adverse client feedback and record learning or service changes arising from it.
Continue structured stakeholder feedback as part of service review and planning.
Strengthen capacity and consistency in specialist Money/Debt work through training, supervision and case review.
Complete a readiness assessment before any resumption of Type III Housing advice or representation.
Continue work to strengthen Management Committee capacity and resilience.
Continue implementation and monitoring of the Peer Review Improvement Action Plan.
10. Overall conclusion
The independent review concluded that GIC’s advice service remains highly relevant to the communities it serves and delivers substantial benefit to clients. The combination of specialist advice, local outreach and partnership working responds to clear needs associated with poverty, disability, ill health, housing insecurity and complex benefit systems.
The service should continue, alongside focused improvement in appointment access, information provided before appointments, learning from feedback, stakeholder engagement, specialist service capacity, governance resilience and the implementation of external quality-review actions.
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