
INNOVATING 
SOCIAL 

INNOVATION

Arcola Research, London

A state of the art 
workshop for 

organisations working 
with young people

24/04/20 1



Why are we here?

• ISI is second of 2 action research pilots run by the SME 
City project in London
• SME City is an initiative funded by the EC ‘Prevention of 

Crime’ programme
• It runs in 3 cities – Perugia, Valladolid and London
• Its objective is to explore the causes of conflict and ASB 

in ‘night time economies’, and to design, run and 
evaluate pilot experiments aimed at reducing conflict 
and ASB
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What SME City did in London
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ISI - Objectives

• Engage with intermediaries’ and other actors who work directly with 
community groups – particularly young people - to reduce social 
exclusion and develop community cohesion
• Contribute to increasing the effectiveness of these actors
• Disseminate new knowledge - 150 ‘good practice’ cases of social 

innovation for marginalised young people from 5 major EU research 
projects
• Show what works and the success factors behind social innovations 

and social enterprises
• Show how to assess what works and how
• Contribute to developing organisational capacities and the ‘intelligent 

organisation’
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The Workshop Agenda

• Theme 1: Navigating the landscape of Social Innovation
• What is social innovation?
• Why is it happening?
• Who is doing it?
• What does it look like?
• What’s different about it?
• Why is it important?

• Theme 2: What works in Social Innovation
• What makes a good social innovation?
• What are the barriers to success?
• How can we measure success?

• Theme 3: Developing organisational capacity
• What capacities are needed to deliver successful innovations?
• How do these link to ‘organisational intelligence’?
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landscape
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What is social innovation?

24/04/20

“New ideas that work in 
meeting social goals” 
(Mulgan, 2007)

“innovations that are social both in their 
ends and in their means...new ideas 
(products, services and models) that 
simultaneously meet social needs (more 
effectively than alternatives) and create new 
social relationships or collaborations. In 
other words they are innovations that are 
both good for society and enhance society’s 
capacity to act” (SOLIDAR, 2012)

Public policy 
initiatives – 
improving service 
gaps

Ground-level 
initiatives

Global initiatives 
– social 
innovation labs

New principles
New delivery models
New forms of organization
New sources of financial investment and 
resources
New kinds of actors and partnerships
New research based knowledge
New skills and services
New technologies
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Why is it happening?
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NEO-LIBERAL 
ECONOMICS

Hayek – free market
Roll back the state
Welfare systems 
parasitic

RESPONSIBILISAT
ION

State devolves control
to intermediaries, 
business
Individuals ‘self-
policing’

SOCIAL & WELFARE 
POLICY

Massive cuts in budgets
Service cuts
EU Social Investment 
Package

INCREASED SOCIAL 
EXCLUSION

SERVICES FAIL 
PEOPLE

TECHNOLOGIES 
UBIQUITOUS

High unemployment
High levels of poverty
Decreased 
opportunities

Staff cuts
Reduced operations
Service gaps don’t 
meet new needs

Expansion of devices
Expansion of access to 
information
ICTs embedded in social life

SERVICE 
DEFICIT

ABSENCEINADEQUA
CY

IMPROVEME
NT
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Who is doing it?
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GOVERNMENTS

Centre 
for 
Social 
Action

BUSINESS CISCO 
Networking 
Academy

SOCIAL 
INVESTORS

SOCIAL 
ENTREPRENEURS

INNOVATION 
NETWORKS
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What does it look like?
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What’s different about it?

• New forms of education and training - Arduino Verkta gets more BEM young people into 
electronics, robotics and programming; Notschool provides on-line school for the ‘hard to 
teach’
• New forms of social service – Cybermentors allows young people to access a community of 

support around bullying and well-being issues, through safe, fully moderated social 
networking 
• New forms of knowledge – open source hardware & software; open content; MOOCs 

expands access to knowledge, e.g. Scratch website shared more than 500,000 projects in 2 
years
• New employability and entrepreneurship – Programme Jeun’ESS provides skills 

development for 600,000 French young people to become entrepreneurs in social economy
• Co-designing social services – MOMO provides App and client management system to 

provide ‘anytime-anywhere’ advocacy for looked after children
• Disruptive and radical innovation – Goteo crowdsources and crowdfunds radical community 

projects in Spain; Kafka Brigade has a ‘Kafka Button’ to enable citizens to access decision-
makers in failing public services
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Why is it important?

• Unemployment running at high levels in EU states – especially youth unemployment: 22% EU; 
18% UK; 35% Portugal; 43% Italy; 54% Spain; 58% Greece (May, 2014: Eurostat)
• Danger of long term unemployment becoming fact of life for young people
• Contributes to multiple exclusion- linked with mental health issues; offending; ASB; social 

isolation; withdrawal from civic participation
• Fiscal crisis and neo-liberal policies has led to big cuts in welfare and social services – at least 

10% on average in many EU states. This has negative impact on two most vulnerable social 
groups – the old and the young
• Evidence that economic ‘recovery’ is in reality being driven by increases in part-time and 

precarious employment – little evidence of new kinds of jobs; little evidence of extensive wealth 
creation or redistribution
• The social economy and social innovation are increasingly important in creating new economic 

opportunities (contributes 10% of Spain’s GDP); renewing devastated local neighbourhoods; 
supporting social inclusion and active citizenship; filling the gaps in social services
• Unlike conventional enterprises, social enterprises and social innovation don’t focus on returns 

from capital invested – they re-invest surpluses to achieve wider social and community objectives
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Good Practice Examples
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Public policy driven

Surfen Zum Job 

Programme Jeun’ESS 

Community re-
generation

TRIO

Buurtwinkels voor 
Onderwijs (BOOT)

Grass roots

Roots & Roots TV

Apps for Good 

Disruptive

Goteo

Kafka Brigade 
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The partnership - AOL Germany and 
the German Labour Agency, the 
Digital Opportunities Foundation

The model - Train-the-Trainer: more 
than 390 social workers were qualified 
to facilitate digital literacy regarding 
job search on the Internet to their 
clients

Example of low level, incremental 
innovation

Results - 389 trained intermediaries 
have acted as facilitators for over 
7,000 young people.

Surfen zum Job provides an internet platform with 
improved placement conditions for online job 
searching, involving a bidirectional matching 
system to bring together job offers and searches. 
The training enables social workers to use the 
Virtual Job Market and to train their clients for 
'surfing to the job'. Youth without apprenticeships 
and unemployed youth learn to use the Internet for 
job search, gain digital literacy and improve their 
chances for apprenticeship and employment. 
Young people, especially migrant youths who are 
socially disadvantaged and those with a low level 
of education, gain digital literacy and improve job 
chances.  Users can search online for job offers 
and employers can post their job offers directly 
onto the Internet. Young people with a low level of 
education benefit from the chance to publish their 
profile describing their non-formal competences 
and soft skills as well as their formal education 
level

What is it? Why innovative?

14



24/04/20

What is it? Why innovative?

French government initiative aimed at raising 
awareness about job opportunities in the third 
sector and social enterprise sectors. The focus 
of the programme is a portal and social media 
network that offers a selection of news, 
resources, portraits and testimonies and a 
directory of stakeholders. The programme 
encompasses 23 clusters for student 
entrepreneurship (PEE) aiming to promote 
entrepreneurship for 380,000 students.  The 
central medium for this is a ‘toolbox to teach 
social entrepreneurship’ within those PEE’s 
wishing to open their teaching to this new way 
of doing business. The social innovation value 
lies into the fact of raising awareness and 
providing training in order to enable young 
persons to look for an employment or to start 
their own social entrepreneurship within the 
third sector

Based on principles of social and 
solidarity economy (SSE) 

Aims to make citizens contributors to as 
well as beneficiaries of economic, social 
and environmental progress

Business model - 100% funded by the 
French Government through the Ministry 
of Economy and its specially dedicated 
ESS. Half of the 1.2 million euro fund is 
financed by the Ministry for Youth and 
Active Solidarity while the other half is 
financed by the MACIF Foundation, the 
Crédit Coopératif Foundation, the Groupe 
Chèque Déjeuner Foundation, AF2R La 
Mondiale and La MGE. 15
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What is it? Why innovative?
TRIO is like a learning content management system or 
learning infrastructure. It is financed by the European 
Social Fund and has been running since 1998, with an 
investment of 33 million euro over 10 years. It targets a 
wide range of user groups – 140,000 users  in total - of 
which 4% are foreigners. 25,000 on-line courses. are 
implemented through 19 local e-learning Training Centres 
which have high speed internet connections and  
videoconferencing, one of which is in a prison. Users are 
supported by on-line tutors who run chat rooms; forums; 
virtual classroom and provide support by e-mail. The 
system is supported by an e-learning library with around 
1,400 courses and 1,500 products (books, PDFs , CDs). 
Courses cover languages, IT, business management, 
health services, social care. TRIO provides web learning 
points – public or private learning centres providing 
customized learning for specific groups. Part of TRIO is a 
Project for Foreigners, involving 230,000 foreigners in 
Tuscany (6%of the regional population) mainly Albanian, 
Chinese, Romanian, Moroccan

Partnership structure -  includes local 
authorities, training providers and NGOs. 
 
Needs-based - it developed 26 on-line 
courses in Italian language; health and 
safety at work; information on the region.  
supported re-entry into learning for IEMs

Stimulated  the development of BAAS – 
services for foreigners delivered at public 
internet access points where TRIO can be 
accessed
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Why innovative?
The BOOT neighbourhood stores have involved 
over 1,000 students from Amsterdam University in 
actions aimed at contributing to the socio-
economic development of disadvantaged 
neighbourhoods. The students have applied their 
academic knowledge to assist residents. In return, 
they develop practical skills in applying the 
knowledge they acquired at the university to social 
problems. At the core of BOOT lies an intensified 
collaboration between governmental, for-profit and 
non-profit organisations. This enables the services 
provided in the community-based BOOTs to be 
accessed by a wider spread of socially excluded 
and vulnerable people than would otherwise be 
possible through traditional internship.

What is it?

BOOT aims to connect the knowledge and the 
competences of students, teachers, researchers 
and networks of the Amsterdam University of 
Applied Sciences to ‘problem areas’ in 
Amsterdam, in order to  contribute to the socio-
economic development of these 
neighbourhoods. A BOOT is a store where 
students offer advice and services 
(administrative, financial, judicial, educational) 
to residents. Students in turn  develop practical 
skills in applying the knowledge they acquired 
at the university to social problems. The ICT 
element enables access to and co-ordination of 
the services with the University through on-line 
co-ordination and management of the 
internship programme and provision of 
information services and support to users in the 
four BOOT centres. 17
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What is it?

This initiative is a web-TV platform targeted at young 
people with migrant origin who make their own stories 
about youth, culture, music, lifestyle and cultural 
diversity. It started in six German cities, lead by JFC 
Medienzentrum Köln, and is currently extended to 14 
European countries and Israel. Young people with 
different cultural roots get together in media workshops 
and young journalist groups, producing creative products 
and a web-TV magazine on urban culture and cultural 
diversity in their everyday life. Results are presented on 
this website and at annual presentation events in all 
cities involved. This project empowers the participants to 
make media productions on a high level and to 
communicate their wishes and demands to the public.

Why innovative?

Innovative web platform, as it is a mixture 
between a video hosting site and a social 
networking site. This way, young media makers 
can showcase their work publicly, and at the same 
time build a professional and personal network 
with ‘friends’ privately. Additional advantage is 
that the web platform was built especially for this 
project and all video material is hosted on JFC’s 
servers, in order to assure independence and 
technical stability. 
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Why innovative?

Apps for Good has involved 20,000 young people in 
400 UK schools in learning programmes that develop 
leading edge digital and media competences in apps 
development and in using apps for social innovation. 
Evaluation data show that the main outcomes for 
students are improved technical skills; presentation 
and time management; improved confidence in 
applying digital competences. Real digital products 
are produced and publicly launched. App design, 
creation and production has real tangible and useful 
applications

What is it?
Apps for Good uses mobile Apps combined 
with desk top Discussion Forum and 
videoconferencing to create an interface 
between students doing the Apps course, 
teaching staff in provider institutions and a 
global network of Expert mentors. The 
expert community mentors the student 
teams in one-hour sessions via 
videoconference or in person. The experts 
also support the teachers to solve 
particularly challenging problems in the 
course. They update the courses and the 
teachers on new developments in the 
industry.  Evaluation data shows improved 
efficiency and engagement with cross 
subject learning and ICT; improved 
engagement and network opportunities in 
and through education; engaging business, 
education, students and government in 
increased cross discipline cooperation

19



24/04/20

What is  it?

Goteo is based on a crowdfunding platform that 
enables community-based innovations that are 
oriented to meet specific local needs to be 
funded and supported. Examples include the 
Avalon Sustainability School, which aims to help 
young people develop the skills, freedom and 
creativity to take part in the journey towards a 
more resilient and peaceful society; Go Drone - 
allowing school students to develop innovative 
high-tech engineering projects. Goteo is part of 
an international trend of various emerging on 
and offline initiatives that are attempting to 
reconfigure the way in which relations and 
progress both socially and economically take 
place, including crowdsourcing, peer-to-peer 
networks, microloans, complementary 
currencies, long tail economies, new forms of 
solidarity economies, free culture, and other 
ways of participating and socializing in a wide 
sense. 

Why innovative?

Crowdfunding is a form of cooperation 
between lots of people to gather a sum of 
money to help in the development of a specific 
project. Goteo is a new way, based on this 
model, to stimulate collaborative projects of 
an open and/or free nature. As an alternative 
or complement to financing from public 
administrations or private companies, Goteo 
reactivates the co-responsible role of civil 
society. It is based on and inspired by a 
mixture of significant experiences with respect 
to crowdfunding platforms like Kickstarter and 
micropayment platforms like Flattr, initiatives 
to support open web projects like those 
promoted by Mozilla, open licensing like 
Creative Commons, new registration platforms 
like Safe Creative and distributed economies 
around projects like open hardware.
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What is it?
The Kafka Brigade has been established to investigate 
bureaucratic bottlenecks that are far beyond 
comprehension. The Kafka Brigade approach picks up 
on the author Franz Kafka’s notion of situations where 
people are trapped within a broader system without 
clear or obvious ways of getting ‘unstuck’. 
The Kafka Brigade is called into action when citizens 
and public servants become tangled in a web of 
dysfunctional rules, regulations and procedures. Kafka 
Brigades gather together all involved front line workers, 
managers and policymakers around particular cases. 
The Kafka Brigade's unique research and intervention 
methods allow it to quickly diagnose and remedy the 
key problems standing in the way of top quality service. 
To determine where and why a bureaucracy had broken 
down, the Kafka Brigade puts itself in the shoes of the 
people whom it serves. As it moves from problem 
identification to solution, the Brigade taps into and 
builds the expertise of the civil servants who are 
ultimately responsible for improving and sustaining the 
public organisation’s performance. The main principles 
of the Kafka Brigade’s method are:  The end user is 
pivotal;  All parties concerned are included; Rules are 
necessary, but there might be more clever solutions;  
Working under the radar in a safe environment;  No 
action without review, no review without action. 

Why innovative?

The Kafka Button is a hotline which enables people to 
report frustrating bureaucracy – and be confident that 
action will follow. A specialist team is linked to the 
hotline (often for a defined period of time) and is 
responsible for tackling both the symptoms and 
causes of the reported bureaucracy. Before deploying 
the Kafka Button, they work with clients to determine 
how the Button will work. Is it a hotline for employees 
only, or can staff in partner agencies press the Kafka 
Button as well? What about citizens themselves? 
What information is needed when people press the 
Kafka Button? What happens to this information? How 
quickly can action be taken, and what can we 
guarantee as a minimum will be done? The Kafka 
Brigade also trains the specialist team responsible for 
addressing the problems raised. Firstly, they are 
trained in diagnosis, enabling them to analyse 
dysfunction rapidly; secondly, they share a number of 
techniques to galvanise change and to drive through 
delivery. This team is then authorised to work across 
all relevant organisations to address bureaucratic 
dysfunction – and reports directly to senior executives 
and politicians. 
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Theme 2: What works in 
Social Innovation
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Why is evaluation important?

• Because many funders and investors now insist on it – Nominet 
Trust (biggest UK social investor - £15m since 2009) requires 10% 
of funding devoted to evaluation; BIG Lottery requires ‘replication 
evidence’
• Because it can help in designing a relevant and effective 

innovation (ex-ante); can identify problems that need to be fixed 
as the innovation is developed implemented (formative) and it can 
show what works, for whom and why (ex-post)
• Because evidence-based results show users, funders, policy-

makers, partners that the innovation works and it has value
• But above all because evaluation helps organisations ‘learn’ and 

become a ‘learning organisation’
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What makes a good social 
innovation? Six golden rules

• It resonates with the needs, behaviours and lifestyles of the target groups 
addressed by the initiative – e.g. it has a ‘hook’ to motivate, engage and retain
• It is flexible and adaptable to changing needs – particularly changing use of 

technologies
• It has strong stakeholders and partnerships to ensure buy-in and 

‘championing’
• It has staff who have the right skills to meet the needs of target users 

(including volunteers, mentors and peers with the credibility to work with 
young people)
• It has an appropriate and effective business model – particularly the funding 

basis to ensure sustainability
• It has technical and logistical support to maintain the efficiency and 

effectiveness of the systems in place

24/04/20 24



What are the barriers to success? 
Six major pitfalls

• Misunderstanding the lifeworlds and needs of users
• Over-simplifying the presenting problem
• Over-complicating the solution
• Lack of strong, representative and effective partners, 

and lack of institutional buy-in
• Institutional resistance and fear of change

• Lack of sufficient funding for start-up and to ensure 
long-term operational sustainability
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How can we measure success?

• The social innovation field isn’t very good at evaluation – of 132 
examples analysed in IPTS study 35% had no evaluation at all, and 
over half the rest had used qualitative or anecdotal evaluations
• There is pressure on social innovations – mainly from funders – to 

use ‘gold standard’ of evaluation – randomised control trials
• But these are almost impossible to do in practice because of: 

complex social and cultural contexts; difficulty in showing 
‘attribution’; effects of ‘intervening variables’; resources required to 
do effective evaluation
• Evaluation therefore has to balance ‘robustness’ with pragmatism
• Recommended methods: Theory of Change and Action Research
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What kind of evaluation?

24/04/20

Experimental – 
randomised; 
compares ‘treatment’ 
group with  ‘control’ 
group 

Theory-driven 
-  has a concept 
about why there is 
a ‘problem’ and 
how it can be 
solved

Constructivist – 
focuses on the 
process of learning; 
uses data that are 
produced by 
stakeholders 
working together 

Pragmatic – 
whatever works 
best to suit the 
circumstances
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Theory of Change

• Theory of change has:
• A clear view and statement of a ‘problem’ that needs to be changed
• A clear view of the underlying factors that ‘cause’ the problem
• A ‘model of action’ that is expected to ‘solve’ the problem
• A set of objectives that are expected to be carried out to solve the problem
• A set of activities to implement the objectives
• A set of short-term outcomes that are expected to happen as a result of implementing 

the objectives
• A set of longer-term impacts that are expected to happen through the continued 

achievement of these outcomes
• A set of indicators to measure the outcomes and impacts
• A ‘means of verification’ (the evaluation methods and tools used to collect data for the 

indicators)
• A set of ‘assumptions’ that need to be in place if the theory is to work
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Example of Theory of Change

24/04/20

School drop out 
is linked to low 
motivation of 

NEETs

Low motivation 
is linked to 

poor teaching

Developing 
an on-line 
course will 
improve 

motivation

This will 
improve NEET 

attendance

Improved 
attendance 
will improve 

NEET job 
opps

A
S
S
U
M
P
T
I
O
N
S
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How to do Theory of Change in 
practice
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Source: Charities 
Evaluation Services
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A simple Theory of Change/Logic 
framework
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A B C D E F G H

If….
Initial
issue/ context

Then…
Rationale
for
intervention

Then….
Actions
Taken

Then…
Short-term
outputs

Then…
Interim
outcomes

Then…
Long-term
Objectives 
(impacts)

Outputs & 
outcomes 
Indicators

Means of 
Verification

There is a 
high level of 
client non-
attendance

Need for 
action to 
increase 
client 
attendance

Implement 
client and 
staff needs 
assessment 

New staff 
training 
programme

Increased 
staff and 
client 
motivation

Increase in 
quality of 
services 
delivery

% staff and 
clients 
reporting 
increase in 
motivation

Difference in 
attendance 
before and 
after 
intervention

Staff and 
client 
survey

Statistical 
analysis of 
 attendanc
e rates 
before and 
after 
interventio
n
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Triangulation
Sta
keh
old
er 
voi
ces 
and 
con
stru
ctio
ns

Multiple 
evaluation 

methodologies

Multiple data sources
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Action Research
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Problem 
definition

Understandi
ng problem

Plannin
g 

change

Observi
ng 

change

Reflecti
ng on 

change

33



What are the outcomes for young 
people?

• engagement and retention in education and training 
and supporting transitions into education 
• Improved digital and media competences 
•  creating opportunities to apply knowledge in practical 

and/or novel ways
• Increased employability and access to labour market 

opportunities
• Improving social and personal development 
• Improving physical, mental and social care outcomes
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What are the outcomes for social 
services?

• improvements in service availability and take-up
• improved service accessibility
• better targeting of services
• improved service provider/client interaction and collaboration
• increased efficiencies through better co-ordination of services
• better co-ordination of services
• improved cost-effectiveness of services
• improved service outcomes through professional knowledge 

exchange
• better client monitoring and assessment
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Good Practice Examples: Success 
Stories
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FreqOUT! Mind of My 
Own (MOMO)

Samasource

36



24/04/20

What is it?

FreqOUT! targets young people aged 13-25 years 
old from marginalised groups in local areas in 
London. It helps marginalised young people 
overcome the barriers to learning by using 
emergent technologies and social media. It works 
with influential artists to establish learning and 
enterprise opportunities for young people. The key 
objective is to engage NEETs in further learning and 
into work. The main needs addressed are: low 
levels of prior learning, literacy and numeracy, but 
especially low ICT skills. Overall, the project aims to 
encourage community regeneration. FreqOUT! 
projects focus on specialist and creative ICT 
projects, including mobile movie making; urban 
biomapping; sound recording; radio transmitter 
building; film-making. Most are artist-led and 
inspired by the artist’s own professional practice.  
Additionally, social networking, media-sharing 
(YouTube, Vimeo), mobile technology and blogs are 
used as tools to support learning and disseminate 
project work. Recent developments have focused 
on linking FreqOUT! to ‘Create+’ – an educational 
programme that delivers a qualification in Creative 

Media Production.

Why successful?

A ‘creative ‘hook’ is used to enable recruitment of 
NEETs into the programmes

Tailored informal earning and support occurs (via 
creative exploration in a social, relaxed 
environment), enabled by a skilled team who can 
work effectively with this group

Re-engagement or progression routes into 
education and training or employment after the 
course has finished are developed, discussed, 
supported and enacted

Targets funding available from government 
programmes – Youth Contract

Uses mentors that are credible and trusted by 
NEETs

Strong partnership - Vital Regeneration and 
funding providers have included Westminster City 
Council, the UK Arts Council, CityWest Homes, 
British Telecom and NESTA

Cost –effective - £1,600 compared with £11,000
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Why successful?

Established clear need – looked after children have 
no advocacy voice; they can’t access services after 
hours

Simple technology/delivery model – realised that 
mobile phones and Apps were best way of 
reaching hard to reach target group

Strong partners and product champions – works 
with partners in 4,000 UK schools

Evaluation results show increased communication 
and self advocacy opportunities for young people 
in social care; improved contact and trust relations 
through shared use and learning associated with 
the use of the apps and associated technology; 
improved knowledge/case awareness by individual 
key workers/service providers, enabling better 
service provision for the young people involved.

What is it?

MOMO’s App for young people in care situations, 
combined with ‘Service MOMO’, a package of 
functionalities for services working with children and 
young people, provides a contact and referral 
pathway tool that links young people to their local 
service. It helps them use MOMO to contact the 
service more easily and with more information when 
they need help or want to tell professionals about a 
problem. MOMO combines mobile apps with case 
management software. This enables direct 
communication between client and caseworker. The 
case management and data interrogation tools enable 
case workers to: generate composite data on client 
use and aggregate to spatial units of analysis; monitor 
data via a secure encrypted dashboard service that 
enables services to analyse trends and use 
benchmarking data
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What is it?
Samasource is a social enterprise providing data 
services to large businesses. These services are 
performed by people in developing countries who 
might otherwise be excluded from skilled 
employment. The services are based on breaking 
down service offers into micro-tasks, which can 
then be done remotely using ICTs. Samasource 
currently works in Haiti, Kenya, India and Uganda, 
and more recently in deprived communities of the 
USA. Samasource has developed a model that 
directly connects the poor to the formal economy 
through a proprietary business process called the 
Microworks model. The Microworks model breaks 
down digital projects into small tasks, sends those 
tasks to individual workers through the Internet 
and uses software to recompile the projects and 
ensure quality. Additional support software 
disaggregates larger projects and breaks them 
down into small computer-based tasks that are 
then assigned to the service users. The system 
also provides on-line computer-based training in 
order to prepare them for data projects and 
position them for ongoing success in the 
workplace

Why successful?

Business model - Delivery, Management, and 
design are carried out by a USA based team, 
sourcing a workforce where work is needed to 
alleviate poverty in women and young people. 
The company selects delivery centres to co-
ordinate the work. Delivery centers are 
required to follow Samasource’s social impact 
guidelines, which include reinvesting at least 
40% of revenue in training, salaries, and 
community programs, and hiring workers who 
were previously earning less than the local 
poverty line.

Strong partners – Amazon, Google, MasterCard
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Good Practice Examples: Barriers 
to Success

24/04/20

HERO
Savvy Chavvy
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Why HERO didn’t work

24/04/20

• Institutional resistance 
(defensive strategies)
• Fears around security and 

inappropriate use of on-line 
technology (technical coding)
• Organisational inertia
• Resistance from staff 

(mirroring)
• User motivation and 

empowerment
• Economics and ‘performance 

culture’ 
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Savvy Chavvy provides an online community for young people 
from the Traveller and Gypsy communities. It encourages its 
members to use media as a democratic means of self-expression 
through which they can control how their community is perceived 
by others. Social networking is viewed as a way to counter 
declining community cohesion. It also provides a vehicle for 
young travellers to seek work opportunities. Combining social 
media with an e-learning platform, Savvy Chavvy gives young 
members of an often misrepresented and marginalised 
community the opportunity to take control of how they are 
portrayed. Supporting social life as much as social purpose, with 
much of the gypsy traveller community no longer able to move 
around, social networking is viewed as a way to counter declining 
community cohesion. The use of ICT allows the intiative to create 
a safe space for young travellers to network and openly 
communicate online, without the risk of racist abuse which they 
may encounter on other social networks. Social media enable 
excluded young people who are particularly hard to reach to 
communicate through an unofficial channel without fear of 
discrimination. This had led to increased social inclusion which 
would not have been possible through conventional social 
services. 
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Why Savvy Chavvy didn’t work

• Young Travellers resistant to help from outsiders
• Wanted to set up their own self-sustaining community
• OnRoad Media trained young travellers to run the 

platform and moderate it
• But these people grew up, got married, had kids, moved 

on
• Difficult to sustain the community
• Lack of funding to re-train new moderators
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Good Practice Examples: 
Evaluation
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SME City FreqOUT! 
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Evaluation Approach

Innovating Social 
Innovation

Rapid Appraisal
Analysis of crime stats in 
sub-areas
Analysis of ASB policies 
and strategies
Field Work on streets
Interviews

Sensemaki
ng

Shared Spaces - 
Shared Meanings - 
Shared Practices

Contest
ed 

Practice
s

Contest
ed 

Meanin
gs

Contest
ed 

Spaces

Observatio
n

Audience 
Feedback

Street 
Interview

10 100 46
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Theme 3: 
Developing 
organisational 
capacity
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What capacities are needed for 
success?

24/04/20 Innovating Social 
Innovation
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EMOTIONAL INTELLIGENCE

ORGANISATIONAL INTELLIGENCE
the capacity to make sense of complex situations,  apply 
this sensemaking to effective action, develop, share and 
use knowledge and reflect and learn from experience

a holistic way of looking at, and engaging 
with the world ……….. a continuous 
process of self-awareness and self-
development

Prelude

Families 
and Tribes

Madness 
and the 

Gods

Love and 
Desire

Politics 
and Power

Acts of 
Rebellion

CREATIVITY
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