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IN PROJECT

Insight, ideas and actions
to better serve customers, colleagues
and communities

The Outside In Project exists to help people in businesses reach beyond their
corporate walls in order to understand and act upon the most important social and
environmental issues.
Now in its second year, the project makes it easier for leaders and practitioners to:
■ Improve the experiences of vulnerable customers and accelerate social innovation efforts.
■ Better respond to the needs of colleagues in the areas of inclusion and wellbeing.
■ Develop new approaches to creating positive impact in communities.
■ Be well informed about the societal context that their businesses operates in.

Designed for people at all levels of seniority in HR, CSR, Sustainability, Customer Insight, Customer Experience
and Innovation, the project provides in-depth, action-oriented sessions on the biggest issues in society, alongside
opportunities to work with and learn from peers.

The Outside In Project has been a real catalyst for change in my organisation. It has
brought eye-opening, human stories into the commercial world, so much so that we are
now promoting the approach as part of our customer insight and innovation agenda.
Kirsty Lieberthal, Customer Experience Strategy Manager, M&G plc

The Outside In Project…
■ Brings the most pressing social and environmental

issues of relevance to business to life through
immersive sessions with subject matter experts
with subject matter experts from charities and the
people with lived experience they support.
■ Includes six 2.5-hour sessions throughout the year

on Zoom:
■ Five in-depth immersive insight sessions each

focusing on a different issue.
■ A sixth session to explore the intersectionality

between the different themes and to identify key
learnings from the project as a whole.

■ Goes beyond insight gathering and understanding:

the last hour of each session is dedicated to how to
apply the learning in your business for the benefit
of customers, colleagues and communities.

Why Three Hands?

network
We involve our far-reaching network of charity
experts and those with lived experience.

experience
We have extensive experience running
immersive projects focused on these issues.

online
We have a proven ability to run engaging and
interactive sessions online.

■ Is dynamic, responding to the most pressing

societal issues that emerge in 2022, with the focus
for the final two insight sessions being decided in
consultation with members.
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What
What will
doesananOutside
OutsideInIn Project session look like?
Project session look like?
Charity experts added essential context and
Case study

Our session from March 2021 on
financial vulnerability:
Lived experts shared their experiences
Amongst them Aneita who talked about how the
‘life shock’ of a sudden loss of income caused her
to take on a debt solution to address the short
term pressure without considering the long term
implications, such as damaging her credit score.
“Because I was under a lot of stress I didn’t fully
understand the knock on effects, I just went for
a solution that was relief now, so that I wouldn’t
have people chasing me for money.”
Brian shared his experiences of financial
desperation triggered by a period of illness. “How
silly and how ridiculous the chain of events were
that led to the current situation but how when
all added together they were so destructive…”
He went on to describe how the mental health
impacts of his financial worries were exacerbated
by the debt collection approach of certain
organisations.

breadth of insight
Citizens Advice Manchester, Turn2Us and The
Money Charity put these stories into the context
of what they were seeing across the UK. “Demand
has gone through the roof…” at Citizens Advice
and the people in need have changed: “Historically
our client group has been the most vulnerable
people; that has completely changed over the last
12 months.” Financial capability is often linked
to vulnerability, but “no one has better financial
literacy than someone that is struggling with
money… it tends to be as simple as cash flow…”
Breakout sessions focused on financial
vulnerability in regard to customers, colleagues
and communities, through discussion with the
lived experts and charity experts.
Reflection and peer learning gave participants
time in small groups with peers from other
businesses to identify key insights and discuss
respective approaches and ideas.
In their feedback 95% of participants said they
had new ideas for what they could do differently
in their own organisations as a result of the
session.

Participants’ insights from the financial
vulnerability session
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The Focus for 2022
The five insight and innovation sessions will each focus on a different headline
issue, all chosen for their relevance to businesses across industries and sectors.
DATE

Specific themes for each session will be developed with the
contributors but they could include…

1. DIGITAL
INCLUSION AND
CAPABILITY

March

… how businesses can help to address the twin challenges for
many in the UK around the lack of access to digital technology
and/or the shortage of the digital skills needed to benefit from it.

2. CLIMATE
JUSTICE

Early May

… the connections between climate change and inequalities in
society around race, gender and wealth and how businesses can
play a role in tackling these issues together.

3. FINANCIAL
EXCLUSION

Late June

… understanding which groups in society are at most risk of
financial exclusion and how trends such as the poverty premium
and decline of cash make their lives more difficult.

4. CHOSEN
BY MEMBERS

Late Sept

5. CHOSEN
BY MEMBERS

Early Nov

SESSION FOCUS

6. FINALE
SESSION

Late Nov

The focus for the final two insight sessions will be crowd-sourced
from the member businesses in June.

The finale session will look back across all the issues covered
in 2022, supporting members to explore the intersectionality
between the themes and reflect on their key insights and
takeaways from the project as a whole.

Over the course of the six sessions we rotated the opportunity to allow dozens of
colleagues the chance to participate. Invariably the level of insight gleaned from lived
experience was of significant value and helped us get to the heart of complex societal issues and
understand what role Experian might play to address them.
Richard Donovan, Head of Social Innovation, Experian

Some practical details, including cost
■ Becoming project members is for businesses (rather

than individuals).
■ At each session there will be five places available for

each member business – meaning different colleagues
from across the business can join based on the
importance of each issue to them.
■ The Project will begin with the first session in March

2022 and membership will cover the calendar year.

■ There will be 6 sessions of 2.5 hours each throughout

the year, all of which will take place virtually on Zoom.
■ The cost of membership is £3,500 +VAT for the

calendar year (just £120 per person per session if five
colleagues attend each time).
■ The project will have a maximum of twelve member

businesses, with space for six members from 2021
and six new ones.
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The feedback from our participants
has been incredibly positive, in
terms of the content, speakers and
format. The peer-to-peer learning has
been particularly impactful - especially
learning from businesses in completely
different sectors.

Six useful Q&As

1

MANY BUSINESSES ARE STRONGLY FOCUSED ON
SINGLE ISSUES. WHY SHOULD WE INVEST TIME AND
MONEY IN GAINING INSIGHT ON MULTIPLE ISSUES?
That’s right and in fact we would often recommend that
businesses adopt one big ‘flagship’ issue when it comes
to social impact. But that doesn’t mean that there is only
one issue of importance to customers, colleagues and
communities, and different issues are often interrelated.
Businesses still need a broad view of societal issues even
when their focus is on one main topic.

2

HOW WILL YOU ENSURE THAT ISSUES ARE
RELEVANT TO BUSINESSES IN DIFFERENT SECTORS?

We’ve chosen three headline issues – Digital Inclusion
and Capability, Climate Justice and Financial Exclusion –
which are mainstream and relevant to businesses across
the board. Then, to allow us to respond to the societal
issues that emerge as most relevant to members in 2022,
we will crowd-source the focus for the remaining two
insight sessions halfway through the year.

3

THIS ALL LOOKS VERY INTERESTING BUT WON’T IT
JUST BE ANOTHER TALKING SHOP?

We appreciate that talking is easy and that taking action
is hard. That is why the last hour of every session will
be dedicated to helping members apply what they have
learned to their own businesses. The sixth session will
offer a further opportunity for members to explore
the connections between the themes, reflect on their
key insights from the project as a whole and discuss
practical ideas for taking action on those insights in their
businesses.

Robert Powell, Director of Pro Bono and
Corporate Responsibility, Weil, Gotshal
& Manges
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THERE IS LOTS OF FREE ‘STUFF’ OUT THERE. WHY
SHOULD WE PAY FOR THIS?

5

IS MEMBERSHIP LIMITED TO A MAXIMUM
NUMBER OF BUSINESSES?

Yes, there are often webinars and so on that businesses
can join for free. Their content may or may not be
relevant to your business and they happen on an ad hoc
basis. The Outside In Project provides consistent, targeted
and joined-up insight, tailored to members, as well as the
benefits of connecting with peers from other businesses.

We have space for a maximum of 12 businesses. This
will allow for a diverse range of perspectives and
experiences, whilst enabling members to get to know
each other over the course of the year.
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WHAT IF COMPETING BUSINESSES ARE MEMBERS?
WON’T THIS MINIMISE ANY COMPETITIVE
ADVANTAGE?
Where that is a real consideration we will place people
from competing businesses in separate breakout
discussions. More generally, though, we often find that
when it comes to making improvements for customers,
colleagues and communities, most businesses are happy
to adopt a peer learning and collaborative approach.

THE TWELVE MEMBER BUSINESSES IN 2021 WERE:

What next?

If you would like to sign up as a member for the Outside In Project 2022, or would like a
conversation to find out more, please email jan@threehands.co.uk or michael@threehands.co.uk.

www.threehands.co.uk

+44 (0)20 3397 8840

mail@threehands.co.uk
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