	
	
	



Report on visit to the University of Bristol and the service model change within Counselling & Wellbeing Services 
Submitted by - Lynn Greer (Business Support Lead)
Purpose of visit –to understand the University of Bristol’s service model of One-at-a-Time counselling. To review the operational impacts, student experience and gain first hand insight into the positives and challenges encountered.  To use the information gained to help inform our training and operational decisions. 
We choose University of Bristol as a fellow Russell Group institution, with a similar student population and campus to the University of Glasgow. We were able to combine our visit to the University of Bristol with the University of West England who also work with the one-at-a-time counselling model. 
Visit findings – Clare Craig, Director of Student Wellbeing, accompanied me on the trip; at that time Clare was the Head of service for Counselling. I met with the Service Operations Managers within the Student Counselling Service. Together  we also met the University of Bristol’s Head of Counselling Service. The campus is very similar to our institution with lots of buildings of varying ages, spread out across a mixture of residential and purpose-built buildings. At Bristol, the Disability and Counselling services work separately, unlike at the University of Glasgow where we work collaboratively to ensure students can access seamless, coordinated support. We had a campus tour, met the teams working on campus that day then met with the colleagues above for a Q&A session. 
Moving to the One-at-a-time model of counselling had been a long and difficult process for Bristol, who experienced significant team resistance to the change. They developed their current service delivery, through several iterations, over a 5-year period. In the first year the transitioned from their original model to one-at-a-time and developed new systems to support their work. Their current service uses a tiered model with various interventions before counselling is offered. They have created a resource model that fits this way of supporting students and allows for a 45-minute initial assessment to direct students to the most appropriate service. The counselling team in Bristol focus on preventative work to support students, whilst still maintaining a clinical support presence through one-at-a-time and regular counselling. Bristol work with the same CRM (customer relationship manager) system that we use and I was very interested in understanding how this was being used by them to support one-at-a- time sessions. The only major difference from the University of Glasgow was an integrated calendar that was used to book student appointments. Bristol were equally keen to learn from us about our use of different functionality and took away some learnings of their own to implement.
Day 2 we were able to visit University of West England who, despite having a similar student population to Bristol, have a much more campus community life feeling. The campus has a focus on safety, wellbeing and living a healthy lifestyle, and includes a police officer base.  We were able to establish that One-at-a-time had been successful at reducing waiting times for the students accessing their service but a change in senior leadership had resulted in the decision to move away from one-at-time and back to a more traditional approach. 
Whilst the visit was helpful in terms of understanding the practical aspects of, it did not address questions that our counsellors would want to ask. Having established contact with Bristol’s head of service, I was able to facilitate further Q&A sessions with counselling staff. This proved to be useful for the clinical staff and helped with some concerns around the processes. 
Post visit, my reflections helped me to influence a softer launch phase. By launching with a smaller cohort of counsellors, this enabled us to develop further through small adaptations to the operational processes.
OAAT in action June 2026 – We are now almost 10 months on since we launched our new service delivery model. For many of the counselling team, one-at-a-time was an entirely different way of working and there was some resistance to change. Prior to the introduction of one-at-a-time therapy, our average waiting time from registration to consultation was 14 days. After the launch of one-at-a-time the average wait was reduced by 50% to 7 days. Moreover, after this initial shorter wait time, the student could access one-at-a-time sessions, as and when the required, for the rest of the academic year. 
In March 2026 we surveyed students who registered with us in 2025-26. This feedback will be used to inform the next phase of our service development. Higher Education is experiencing considerable challenges on student numbers, and hence income, decline. Despite the reduction in the overall number of students each year, meaning we must find new ways to reach more students with the same staff resource.  We will continue to develop our service model, alongside One-at-at-Time, as we can see students are able to access support at the point of need. Demands on the service continue and more complex needs will continue to require external interventions, however we are able to support most of our students in a flexible and accessible way.  

Thanks to the Robbie Ewen Fellowship Award for the funds that enabled me to make this journey to Bristol, which were matched by the service. I have made new contacts within the sector and helped to shape the new service model. 
	
	
	



