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EDITOR’S LETTER

Hello and welcome to the third issue 
of Tribe, a magazine that celebrates 
founders from across the globe. 

In our latest issue, we learn how 
teamwork is the magic ingredient 
behind the success of the NeXT 
Enshored team (page 4), how a  
proper sales framework can unlock 
your business growth potential  
(page 8) and how great recruitment 
requires great collaboration (page 12). 

It’s been a pleasure to speak with the 
individuals featured in our latest issue 
and learn about their journeys so far. 

I hope you enjoy the magazine. 

Happy reading!

Ian 
Ian Jackson 
Co-Founder and  
CEO Enshored
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Under the calm exterior of 
Jagmeet Lamba lies a man 
on a mission to simplify B2B 
procurement. In this world 
of knotty complexity and 
overbearing bureaucracy, 
Lamba saw an opportunity to 
provide a powerful but simple 
solution. His company, Certa, 
streamlines procurement so 
that enterprises can onboard 
even the scrappiest startups 
safely and quickly.

“The idea came from talking 
to friends at the start of my 
entrepreneurial journey,” 
explains Lamba. “We would 
be talking about business 
ideas, and they would 
always say, ‘I like the idea, 
but I’ll never get it through 
procurement. It will take 
forever.’ I was like, ‘what’s the 

big problem?’ When I delved 
into it, I realized that the 
compliance involved in multi-
stakeholder due diligence 
and supplier vetting can slow 
things down to the point of 
total paralysis.”

Procurement is an ecosystem 
unto itself. Over 60 percent 
of companies have over 1,000 
suppliers and partners, so it’s 
riven with complexity. 

From this lightbulb moment, 
he created Certa, a no-code 
workflow platform that 
brings people, processes, 
and data sources together 
to integrate into enterprise 
ecosystems seamlessly. 

But his vision of applying 
greased lightning onto the 
slowly grinding wheels of 

procurement progress did 

not materialize overnight. 

“It took quite a while. We 

were funded by revenue so 

we really struggled initially,” 

he explains. “A real low 

moment for me was when I 

had to tout my tickets for a 

Mexico-U.S soccer match at 

one point to pay my rent.”

“At first, it was too lofty 
a goal to think I could 
create a big company. I 
decided just to try and 
create a great product. 
Once we achieved 
that, I wondered if I 
could turn it into a 
sustainable business.”

Escaping the 
procurement 
bottleneck
Jagmeet Lamba
CEO, Certa 

Jagmeet Lamba’s focus on helping 
businesses operate faster, easier and safer 
has made his company a valuable partner 
for many major companies. Here he explains 
why the best ideas help leaders simplify a 
complex world.

2



Going for growth

The product Lamba created 
very quickly put them on the 
right path to sustainability. 
Certa has attracted investor 
funding as a result and is 
now in a great position to 
continue the next part of its 
growth journey.

Helping companies 
manage onboarding, risk 
management, monitoring, 
and contracting for all 
vendors globally, its success 
ultimately lies in freeing up 
more time for businesses to 
focus on strategic initiatives. 

“We’ve had a few huge wins, 
and the revenue from this 
has helped us really refine 
the product,” he explains. 
“We are working with one 
of the top three retailers 
globally, managing their 
50,000+ suppliers on our 
software. For someone so 
established to take a bet on 
us was a huge deal.”

Bootstrapping was key to 
product refinement. 

“The bootstrapping phase 
played to our benefit 
because the product has 
been co-developed with a 
few clients and exactly meets 
client needs,” he explains. 
“When you develop things 
in a vacuum, you work with 
a vision, but it doesn’t meet 
market realities. But our 
product exactly meets the 
market need. Even though it 
was hard, bootstrapping is 
the reason why the product 
is so good now.”

Its the 
customer, stupid

“I think the true test of 
whether you’re making 
progress has to be clients,” 
he says. “ One mistake I see 
founders make is getting 
hung up trying to get 
validation from investors. 
Investors are not your 
audience - customers are.”

“You have to go and find a 
real burning need and get 
into that space,” he says, 
looking back on the early 
part of his entrepreneurial 
journey. “But I spent a lot of 
time hustling when I could 
have created more content. 
If I had done that, clients 
would have found me.”

“The truest validation only 
comes from the transaction 
between a client and a 
service provider,” he says. 
“If you get clients, keep 
them happy and they see 
the value in your product, 
then you’re all set.”

Ready to scale up 

Coming out of the pandemic, 
Lamba is gearing the 
company up for the scaleup 
phase. Having recently 
attracted significant investor 
interest, he is now focusing 
on recruiting “the best of the 
best” and is working toward 
ambitious targets. 

“Our target now is to 
increase revenues by 
500 percent over the 
next two years,” he 
says. “With a strong 
product and really 
good people, you can 
be unstoppable.”

Company name: Certa 
Based: San Francisco 
Provides: A Software 
as Service platform for 
business to business 
interactions, including 
on-boarding, due 
diligence, risk mitigation 
and monitoring of their 
third party relationships
More info: getcerta.com 
Year started: 2015
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Thom Thrall is 
part of the NeXT 
Enshored team 
that became the 
top esport cycling 
team in the world. 
Here, he explains 
why teamwork is the 
magic ingredient 
behind their success.

Virtual cycling was one of the 
pandemic’s surprise success 
stories. When lockdown 
forced competitive cyclists 
off the road, they quickly 
moved online into the world 
of esports. The transition 
from long, lonely rides on 
icy roads to becoming a 
moving avatar on a computer 
screen was astonishingly 
quick. Suddenly everyone 
was cycling on a bike trainer 
in the comfort of their own 
home and racing against 
other cyclists around the 
world. As a measure of how 
this phenomena has grown, 
virtual cycling market leader 

Pe
dal

Power
Zwift now has around four 
million accounts registered 
across 190 countries on its 
online platform.  

For 31 year-old Canadian 
Thom Thrall, lockdown 
became an exhilarating 
period of sporting 
achievement – and it all 
began when he ordered some 
new equipment that would 
change his life. 

“I was working in Singapore 
and cycling all the time 
there,” he says. “But when I 
returned to North America, 
obviously you can’t ride year 
round here because of the 
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climate, so the first thing 
I did was buy an indoor 
trainer. It was late 2019 just 
before everything shut down 
because of the pandemic 
and I was so thankful to have 
made that purchase. It was 
my window into racing the 
Zwift league. I shifted all my 
energy from outdoor cycling 
to indoor racing and within a 
year and a half I was racing in 
the world championships!”

At the time Thrall was still 
a relatively new rider. He’d 
caught the cycling bug 
after failing to make the 
Canadian Olympic team as 
a flat water sprint canoeist. 
He subsequently retired 
and, without sports, he was 
the first to admit there was 
a void in his life.  When his 
wife surprised him with a 
road bike as a present for 
their wedding anniversary, 
he quickly swapped paddling 
for peddling.

“I just started riding on a daily 
basis,” he recalls. “I would 
do a 30km loop around 
my neighbourhood and try 
and beat my time every 
day. A couple of years later 
I was racing at the world 
championships.”

Thrall admits that he takes 
sport very seriously and 
is very competitive, but it 
wasn’t the easiest transition 
from racing in water to roads.

“In my first race I punctured 
both tyres leaving the car 
park,” he says. “After fixing 
both punctures, I was riding 
on a wet road and the bike 
slipped out from under me 
and I hit the ground. I cut 
my face open and needed 
five stitches over my eye. 
This was all before the 
race started!

“After getting stitched 
up and taking some pain 
killers, I decided to race and 
I ended up winning on a 
solo breakaway. I remember 
asking my teammates 
before the start, ‘is 
this racing thing 
hard?’ and they 
said ‘it’s usually 
easier than 
training’. But it 
was the total 
opposite for me.”

If his early 
experiences of 
cycling were a 
baptism of fire, he 

has subsequently learned to 
channel his flair and ride as 
part of a team.

“You are on your own on 
a bike as an individual but 
there’s a huge team aspect 
to it,” he explains. “A lot 
of people underestimate 
the impact that a strong 
team makes in cycling both 
outdoor and on Zwift. The 
person who wins will be the 
one who has conserved the 
most energy before they 
make their final move and 
having teammates around 

you to cover attacks 
and keep you 

fresh for when 
you need it 
is critical. It’s 
not always 
noticeable to 
the fans, but 
having those 
teammates to 
support you, 
protect you 
and give you 

Power

“A lot of people underestimate 
the impact that a strong 
team makes in cycling both 
outdoor and on Zwift.”
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the encouragement to push 
on is key to success.”

Teamwork is not just critical 
for racing either, he adds.

“Even before you get to 
the race a strong team is 
really what motivates you in 
training,” he explains. “You 
can only do so much by 
yourself. We all have roles 
within the team and being 
able to play your role and get 
the best out of each other is 
absolutely crucial.”

When asked what his role 
in the team is, he says that 
sprinting is his strength. “My 
role is to be unnoticed for 
as long as possible until it 
really matters and I make 
that attack,” he says. “But at 
different times I’ve had to play 
different roles. Sometimes it 
is to be a domestique and just 
work for somebody else or 
sacrificing yourself by making 
attacks so people chase you 
and then somebody else can 
win the race. But at the end of 
the day I’m happy to do what 
the team needs. Sometimes 
it’s not what you want, but 
you always do what’s best for 
the team.”

One of the most exciting 
aspects about developing a 
winning team, Thrall explains, 
is learning about different 
people’s strengths and how 
you work together. “There 
are people we race against 
who on paper look a lot more 
skilled,” he says, “but they just 
make bad choices as a team 
in the race.”

Much of what Thrall says 
flies in the face of so many 
sporting stereotypes. 
Whether it’s the notion of 
tunnel vision individualism or 
the dominance of assertive 
Alpha males, he is quick to 
debunk myths and show the 
different qualities required for 
an elite cyclist.

“You can be a very reserved 
and quiet individual,” he 
explains. “What it takes is 
those natural instincts of 
not wanting anyone to beat 
you and pushing yourself 
as deep as you need to go. 
You don’t need to be that 
assertive type A personality 
either. There’s nothing wrong 
with the quiet leader that 
you almost wouldn’t expect 
to win. But they’re strategic 
in their thinking. You can be 
a great athlete but terrible 
on the bike. It’s thinking 
under pressure that makes 
someone great.” 

Teamwork, performance 
and a collective will to push 
yourselves further are not 
the only values guiding this 
team, though. So too is a 
commitment to transparency 
to uphold sporting values of 
fairness and respect.

“We openly share our data,” 
he says, “and what this 
means is our power files or 
the equipment you’re using 
and openly posting your 
height and weight verification 
data. We also stream our 
performances because it 
makes it more relatable when 
you can see a rider behind 

the avatar.” 

In many ways what Thrall 

is achieving in esports is 

hugely symbolic for a world 

of remote working and virtual 

teams. Many have argued 

that it’s making sports more 

accessible by allowing those 

to compete who normally 

wouldn’t have the time to 

travel to races or give up 

whole weekends.

Thrall smiles when this is put 

to him and says he’s actually 

never met some of his 

team mates. 

“We have riders in New 

Zealand, Japan and across 

Europe,” he grins. “We’ve only 

connected virtually but it’s 

amazing the bond we have 

between riders. You feel like 

you know these people really 

well. We chat pretty much 

non-stop throughout the day.”

That bond comes across all 

too clearly, as his passion 

for the team is self-evident. 

It’s shared by countless 

other riders too and, as their 

avatars move through digitally 

rendered cities every week 

in virtual leagues, they’re 

pushing more than physical 

boundaries. From bedrooms 

to garages and basements 

all over the world, the Zwift 

riders are not just growing a 

new and exciting sport, but 

redefining teamwork.

Visit www.nextesport.gg to 
learn more about the team.

“You can only do so much by yourself. We all have roles 
within the team and being able to play your role and get 
the best out of each other is absolutely crucial.”
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‘We wanted to 
create products 
that reduce 
founder fatigue’
Scott Jenkins
Co-Founder & CEO, Stack 

Everyone has a CRM but their sales process is often 
poorly defined, argues Scott Jenkins. As founder of 
Stack, he explains why getting a proper sales framework 
in place can reduce anxiety and unlock growth potential.
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Gap in the market

Scott Jenkins allows himself 
a wry smile as he reflects on 
his start-up journey. In the 
space of a few years, he and 
his co-founder, Alexandra 
Cole-Broadway, have taken 
Stack from humble origins to 
secure an impressive roster 
of fintech, insurtech and 
cybersecurity clients. And 
looking back, he’s quick to 
recognize the importance 
of positive client feedback 
to help him appreciate what 
they’ve achieved. 

 “There have been lots of 
tough times to get here,” he 
admits. “But two and a half 
years ago, we just had an idea 
and a bunch of spreadsheets. 
Somehow, we figured out 
how to incorporate, how 
to raise money…we made a 
billion decisions and figured 
out how to build something 
to integrate with CRM and 
get partners like HubSpot to 
say, ‘yes, that’s really good. 
It’s better than what we’ve 
built.’ And now we’re here. 
That’s unbelievable! And 
it’s something we celebrate 
because that could have gone 
sideways in a million ways.” 

This hard-earned satisfaction 
is one of the emotions that 
most entrepreneurs will relate 
to. And more often than not 
it begins with the eureka 
moment when they recognize 
a gap in the market. 

For Jenkins, it began several 
years earlier when working as 
a consultant with early-stage 
companies to help drive 
growth. “Everyone kind of has 
a CRM and they’d say ‘our 
sales process is in our CRM’ 
but it wasn’t, it was in their 
heads,” he recalls. “Over time, 

Company name: Stack 
Based: St Louis, Missouri 
Provides: Software 
that helps businesses 
optimize sales cycles 
More info: stackglobal.io 
Year started: 2019

as we were working with all 
these different companies, 
we thought, ‘we’re asking a 
lot of the same questions and 
we had to build a framework 
because those building 
blocks weren’t there. So all 
of a sudden we realized that 
there is a whole bunch of 
companies that are building 
great things and there’s a big 
old gap. 

“The gap was that most 
people don’t know 
how to get a detailed, 
repeatable sales 
framework in place and 
so we realized there was 
something here. That’s 
how we started the 
consultancy, then we 
moved into software.”

Reducing 
founder fatigue 

From these early days, 
they went on to develop a 
lightweight platform that 
integrates seamlessly into 
HubSpot. They digitally 
build sales frameworks 
and playbooks and help 
companies shorten their sales 
cycles in a scaleable and 
affordable way. 

Jenkins describes the 
founding spirit driving the 
business as a realization 
that they were able to 
massively reduce anxiety and 
start-up stress.

“We were around so many 
start-ups and scale-ups and 
it’s exhausting,” he says. 
“Every day there are a million 
things to do. It’s hard, it’s 
risky and you could feel 
their anxiety. When we got 
a framework in place and 

helped them understand 
that this is a skill they could 
develop, we were able to stop 
that drain on their energy. 

“If we can reduce 
founder fatigue and 
give them that energy 
back to focus on 
driving the business…
well, that’s a big thing 
motivating us.”

Future ambitions 

And if mastering the art of 
selling is the yardstick for 
all business success, then 
Jenkins’ ultimate goal is to 
make this easier for everyone. 

“I’ve never said this out loud 
before,” he says, “but I think 
we can make a real change in 
the way people are selling all 
over the world.

I think we can go in there 
and make companies more 
efficient. They can sell more 
stuff and hire more people. 
We’ve never come across a 
company, big or small, that 
doesn’t have room to improve 
their sales processes by 25 to 
30 percent.”
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Unicorns, 

According to a TechCrunch article, It was 
Aileen Lee, who first coined the term 
‘Unicorn’ to describe start-ups valued at 
$1 billion.

Lee is the founder of Cowboy Ventures 
and one of the first venture capital firms to 
be launched by a woman. That same year, 
2013, Statista revealed that only four female 
‘Unicorn’ companies emerged making these 
companies rarer than even unicorns. 

Perhaps it’s time to give these rarest of 
success categories a new term so for 
purposes of distinction we will refer to 
them as ‘Duocorn’s’.

Unicorns & Duocorns 

When Aileen Lee first came 
up with the term “Unicorns” 
in 2013, she was referring 
to US-based software 
companies that were less 
than 10 years old and valued 
at $1 billion. At that time, 
there were just 39 of them. 
The term was meant to 
convey just how rare and 
mythical it seemed that a 
start-up could reach such 
a valuation.

Journalists Dan Primack 
and Erin Griffin widened the 
definition in a Forbes article 
two years later to refer to any 
privately-held start-up that hit 
the $1 billion milestone. With 
that the accepted number of 
unicorns rose to 80.

Now though there are more 
than 800 unicorn tech 

Dragons
& Duocorns
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companies with a combined 
value of $2.6 trillion. Unicorns, 
it seems, are no longer rare or 
mythical. Duocorns, headed 
by women, however, are still 
extremely rare.

The unicorn club has always 
been open to men and 
women. But in the five-
plus years as tracked by 
TechCruch, venture-backed 
companies valued at $1 billion 
and up, the vast majority have 
had all-male founding teams.

As of August, at least 39 
private companies with all 
women or both men and 
women on their founding 
teams have crossed the $1 
billion valuation mark for the 
first time, per Crunchbase 
data. That represents 12 
percent of the 327 total new 
unicorns minted globally in 
the first seven months of 

2021, roughly on par with 
prior years.

There are no indications 
of any change to this yet. 
However, the latest analysis 
of founding teams of new 
unicorn start-ups shows 
that the share of companies 
with female founders or co-
founders is holding steady.

About half of unicorns are 
U.S. companies, with the rest 
spread across continents. 
They represent sectors from 
e-commerce to blockchain to 
biotech. With the Financial 
Times reporting only 3 women 
on its list of ‘UK’s Top 100 
Entrepreneurs’ and Statista 
findings indicating that, 
globally only around 20% of 
start-ups have at least one 
female founder, there appears 
to be a long road ahead to 
improve this gender expanse.

Dragons

As  the momentum of 
change continues to gather 
speed, even the general term 
‘Unicorn’ has already become 
outdated in favour of the 
new term “Dragons’, used to 
describe companies that are 
valued at $12 billion or more, 
net of venture funding.

Writing on Axios recently, 
reporter Primack argued that 
given the increasingly large 
number of unicorns, it is time 
to ditch the term in favour 
of “dragons”. 

“Dragons are much bigger, 
stronger and more awe-
inspiring than unicorns” 
said Primack,” They destroy 
whatever’s in their path, 
and their own destruction is 
viewed as catastrophic (at 
least if Game of Thrones is 

any guide),” he adds.

Only 19 companies globally 
are dragons currently. Stripe, 
the payments company 
founded by Patrick and 
John Collison is one. Others 
include Elon Musk’s SpaceX 
and TikTok owner ByteDance, 
Instacart and Revolut. 

Fortune Magazine sited 
the only female-founded 
and female led company 
in this elite category as the 
Australian graphic design 
company Canva, coming in at 
a whopping $40 billion. 

Not only does that crown the 
company as the world’s most 
valuable software start-up, 
it mints the business as the 
world’s most valuable female-
founded and female-led 
start-up.

It is rare to find a female-co-
founded decacorn. It is even 
more rare to have one led 
by a female CEO. Based on 
data from Pitchbook, Canva 
is the most valuable start-up 
founded and led by a woman 
in the world today. Melanie 
Perkins CEO and co-founder.

While this shows progress, 
female entrepreneurs still 
face significant challenges as 
they launch their companies. 
Crunchbase found in 2020, 
only 2.3 percent of female-
founded start-ups receive 
support from VC’s. This is a 
key factor in the significantly 
small percentage of Unicorns, 
Duocorns and Dragons 
in women led start-ups. 
It’s clearly time that VC’s 
stepped up to back the vision 
of these rare and valuable 
female entrepreneurs.

Maddy Cross – 
Notion Capital 

– It’s difficult to 
blaze a trail when 

you’re staring at 
a jungle.
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Great recruitment 

HERO Recruitment 
was the brain-child 
of Roisin McNamara 
nearly twenty five 
years ago. Fast 
forward to today, 
and the award 
winning agency is 
a dominant force in 
the talent acquisition 
landscape of Ireland. 

We spoke to Roisin 
to learn more about 
the inspiration 
behind the company 
and her business 
journey so far.

requires great 
collaboration
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What was the driving 
force behind starting 
HERO Recruitment? 

This came about from my 
own experience. When I first 
came to Ireland, I was looking 
for work. I’d had a successful 
career in New Zealand and  
was confident, came with a 
proven track record and was 
enthusiastic about what my 
future held. 

Recruitment companies 
in those days were very 
transactional and weren’t 
very interested in individuals. 
They didn’t really consult with 
anything other than a CV. 

The worst part of searching 
for a job back then was how 
I was made to feel. It was the 
humiliation of feeling that I 
really wasn’t worthy and the 
frustration at not being able 
to find a job opportunity that 
I knew I was well capable of. 

What are the 
biggest highs you’ve 
experienced in your 
business so far?

The biggest highs in business 
come from when you realize 
that you have achieved, what 
you set out to achieve. 

One of the most exciting 
highs for us was when we 
won the ERF Award for 
‘Agency of the Year’.  That 
really was such an exciting 
time for us. We knew we 
were at the top of our game 
and that we were pioneering 
leading edge recruitment 
practices and now we 
had validation. 

Another great high-point for 
us was when our accounts 
first went into the black 
after trading for so long in 
the red. At one stage there 
were many sleepless nights 
wondering if we would be 
able to pay the wages. We 
had a small team of five at 
the time and our receptionist, 
who also helped with debt 
collecting told me ‘Don’t 
worry Roisin, I don’t have to 
get paid this week’.

It’s been amazing to see our 
company grow from nothing 
to the successful business it 
is today. 

What has been the 
biggest challenges 
you’ve faced? 

The biggest challenge of 
my career has to be trading 
through the recession. It was 
2007 and the market had 
come to a complete halt. Job 
opportunities were scarce and 
we were fighting to keep the 
creditors from knocking down 
the doors. I look back now 
and I really don’t know how 
we got through, but we did. 
There were a lot of sleepless 
nights, a lot of downsizing and 
redundancies. We were forced 
to pare back everything right 
back to the core. 

It was definitely our toughest 
time, and to add insult to 
injury at the same time we 
were told by the Fire Officer 
that the building we had just 
purchased was no longer 
habitable and that we had 
to move. In the middle of 
a recession we had to find 
new offices and deal with 
all the costs that would be 
associated with that upheaval.

Really, the biggest challenge 
is maintaining the right mind-
set and as they say in Ireland 
‘keeping the good side out’.  
I knew if we could ride this 
storm and trust in each other 
we would emerge much 
stronger, with a clearer vision 
of our future…and here we are. 

“I look back now and I really don’t 
know how we got through that time”
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Looking back, what 
was the one thing you 
would have changed?

I would have embraced 
outsourcing from the start. 

Outsourcing is an important 
part of any business as it’s 
not possible to do everything 
really well in-house. Having 
expert partners that can 
support you in the different 
functions is essential. 
At HERO we outsource 
our IT, finance and legal 
departments. This has meant 
we can get on with what 
we are good at and improve 
our offering without the 
costly distraction of time 
consuming and inefficient 
operations. We used to run 
all our own payrolling, credit 
controlling and invoicing 
within the business. Thanks 
to our outsourcing partners 
our stress levels are down, 
we spent less time fire-
fighting and we had a clearer 
direction on how to grow 
the business.

If I had learned this lesson 
earlier in my business life, 
I could have progressed 

much faster and saved a lot 
of money and heartache 
along the way. 

What advice would 
you give to new 
founders?

1. Surround yourself  
with the right people

Starting a new business 
requires a tremendous 
amount of energy, passion and 
drive so it’s really important 
to surround yourself with the 
right people whose vision of 
the future aligns with yours.

2. Don’t take it personally 

There will be things that 
happen along your journey 
that are going to challenge 
and test you to your limits. 
Try to stay objective and not 
take things to heart, It’s never 
personal, it’s just business.

3. Treat your suppliers  
like they’re your clients

Something I wished I 
had learned earlier is the 
importance of relationships 
with suppliers. Building 
authentic relationships is so 

important and if I had learned 
that earlier on I may not have 
burned bridges when I really 
didn’t need to burn bridges. 
Someone once told me to 
‘treat your suppliers like they 
are your clients’ and that really 
was a great piece of advice.

What do you love 
about running 
your business?

I love that our business is all 
about people and how we 
can impact their careers. 
What we do can change 
people’s lives and we become 
part of their journey. It’s a big 
responsibility and we don’t 
take it lightly, perhaps that’s 
why many of our candidates, 
in time, become our clients. 

“Get the right people 
and the best professional 
advice from the outset”

“I love how what 
we do can change 
people’s lives for 
the better.”
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How do you think 
your industry will 
change in the future?

A.I. will play a huge part in 
our profession going forward. 

Obviously it can never 
replace the human interaction 
because people will always 
prefer to talk to someone 
rather than a machine. 

At HERO we embrace 
technology and it’s important 
to us that our people have 
the right tools to free up 
their time to do what they 
do best, client development 
and sourcing candidates. 
AI Technology will play a 
huge role in the direction our 
industry is headed over the 
coming years and we intend 
to embrace the tools and 
technology that are out there. 
The pandemic taught us so 
much about valuing our time 
and Zoom has made it easier 
to work remotely. Candidates 
no longer need to take time 
off work to interview or travel 
long distances in the early 
stages of the recruitment 
process when a video call 
will suffice.

What is your vision 
for the future of 
your business?

This is actually a very exciting 
time for us having been 
working in this business for 
as long as we have, we are 
looking to bring in a strategic 
consultant who will have 
an outside perspective of 
a profession that we know 
really well. 

We are looking to appoint a 
new CEO who will reinvent 
HERO and disrupt the way 
recruitment is done. We will 
all work together as a team to 
map out an exciting vision of 
the future of the company.

We will actively promote the 
STEM sectors, marketing and 
contracting in Ireland and 
Europe and we are branching 
into the U.S. within these 
sectors. We have already 
done some great work on this 
side of the world, so now it is 
the time to investigate new 
markets abroad. 

Over the years we’ve learned 
not to be afraid of change, 
but to embrace it. Change is 
the only thing that you can 

Company name: HERO 
Recruitment  
Headquarters: Ireland
Provides: Recruitment

be absolutely certain 
of. As Wayne Dyer said, 
“Change the way you look 
at things and the things 
you look at change”. 

At HERO, we’re up for 
the challenge, in fact we 
relish an opportunity to 
reinvent ourselves. We’re 
keeping an open mind 
and we’re excited about 
what the future will bring. 
Exhilarating times indeed.

“Change the way you look 
at things and the things 
you look at change” 

WAYNE DYER

Winner Recruitment Agency of the Year & Best 
in Engineering, Science and Pharmacy 2021
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Preparing 
for the 
fourth 
industrial 
revolution

A technological revolution 
is fast shaping the post-
pandemic workplace. If 
companies want to be 
prepared for this brave 
new world, argues Steve 
Wiesner, they will need 
higher level skills.

Steve Wiesner
Founder & CEO, pelotonRPM
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New skills for tomorrow’s world

Understanding current 
trends is a key skill for any 
entrepreneur. But arguably, 
the most important part of 
the entrepreneurial mindset 
is grasping what the future 
holds. For Steve Weisner, 
there is one standout 
challenge that should 
send chills through the 
business community. 

“We’ve got almost 100 million 
Americans who, within the 
next eight years, will lack the 
skills they need to be viable in 
the workplace,” he says with 
the resolve of someone who’s 
spent a lot of time thinking 
about the problem. 

With AI, robotics and 
automation already making a 
big impact in the workplace, 
that future is barrelling 
towards us. For Weisner, it’s 
the driving force behind his 
business and something he 
believes should be taken far 
more seriously.

“I don’t think people 
speak about this enough. 
There needs to be a more 
thoughtful, scalable and 
more impactful approach to 
delivering skills that can help 
people make a real difference 
in the workplace, which is 
changing at an unprecedented 
pace,” he argues.

“It’s not even a market 
opportunity; it’s a 
market necessity. These 
people are not going to 
be prepared for what 
the future is throwing 
their way. To say the 
problem is enormous is 
an understatement.”

Having founded pelotonRPM 
nine years ago, Wiesner’s 
company works with major 
blue chips across different 
industries to develop the 
foundational skills that high 
performers need to thrive. 

Among those skills set to be 
in high demand in the coming 
years are complex problem 
solving, strong decision 
making, collaboration, 
emotional intelligence and 
active listening. 

This skills shift is not just 
going to impact on leadership 
roles either. In 2017, Deloitte 
reported that “soft skill-
intensive occupations will 
account for two-thirds of all 
jobs by 2030”. 

“Basically, we’re here to 
help prepare people for the 
fourth industrial revolution,” 
Wiesner explains.

It’s certainly an impressive 
mission statement. But as 
business problems go, it’s 
a daunting challenge to 
crack. Is this mission to equip 
millions of Americans with 
the right skills a driving force 
that spurs him on every day?

“I’m not deluding myself and 
thinking that we’re here to 
solve that problem in our 
entirety by ourselves,” he 
smiles. “But even playing 
a small role and making 
things better for people and 
giving them the future and 
the security that I think they 
deserve, I feel like that’s a 
vital role for us to play and 
that really is something that 
keeps me motivated every 
single day.”

A different 
approach to 
corporate learning

That small role has seen his 
business find a vital niche in 
combining the best of live 
training with technology-
enabled learning to deliver 
skills-building experiences.

Some people who like 
live training don’t like 
technology, he explains, 
while those who like 
technology aren’t always 
keen on live training.

 “So, there’s a middle 
ground in the 
marketplace to blend 
outstanding live 
learning experiences. 
We don’t call them 
training experiences; 
we call them learning 
experiences that really 
make the best of live 
instruction and the 
best of technology-
driven instruction.”
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Start-up growth

Developing this product 
is very process-intensive. 
It involves managing 
hundreds of learners 
simultaneously through a 
complicated process, which 
is why Weisner decided 
to outsource some of the 
functions early on. 

“We mapped out that 
process in excruciating detail 
and continue to let it evolve. 
But there were points in that 
process that weren’t as time-
sensitive - and that’s really 
where it began,” he explains. 
“For instance, a video of their 
simulation could wait 12 to 
24 hours.

“So we started working with 
Enshored and they turn those 
videos around in super tight 
timelines, which obviously 
makes me confident we can 
involve them in other parts of 
the process as well, because 
I know that their delivery 
times are so reliable.”

Embracing change

Outsourcing was one of many 
early strategic decisions 
that helped put PelotonRPM 
onto a growth trajectory and 
they’ve not looked back. 

Today’s workplace already 
looks very different to 
a year ago and Weisner 
acknowledges that workers 
will need to become great 
omni-channel communicators 
to master Zoom calls. Not 
least because a good chunk 
of business travel and days in 
office are unlikely to return in 
the ‘new normal’.

And while the disruptive 
changes sweeping through 
the workplace can be 
unsettling to many, he says 
he’s inspired by how many 
are keen to embrace change. 

“I love engaged 
learners,” he says. “I 
love that percentage 
of people who are 
just all in for making 
themselves better.”

Always room for 
improvement

It’s this constant striving for 
new learning that typifies his 
view of an entrepreneurial 
journey, which he freely 
admits poses more questions 
than answers. 

“If we’re not making our 
product better every day, 
we’re not making ourselves 
better every day – and 
sometimes you just need to 
be willing to question even 
the most sacred parts of 
the service or the product 
that you’re delivering, to 
decide whether or not it’s still 
relevant,” he stresses. 

“There is always room for 
improvement in every single 
thing that we do and I think 
that restlessness is ultimately 
what drives success for 99.9% 
of entrepreneurs out there.”

This same restlessness 
to learn is something all 
companies will have to grasp, 
as the pace of innovation 
shows no sign of slowing. 

Perhaps, then, as the start-up 
mindset goes mainstream, 
there’s a valuable lesson for 
us all; that in some ways 
we’re all entrepreneurs now. 
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Company name:  
pelotonRPM 
Based: Los Angeles 
Provides: The best of 
live and online training as 
one outstanding learning 
experience. With a focus 
on sales excellence and 
talent development, 
their proprietary five 
step process integrates 
live, video-based group 
classes, one-to-one 
coaching, and simulation 
training, allowing for real 
skills building for your 
learners. 
More info:  
pelotonrpm.com 
Year started: 2012
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Lisbon in 
work life 
balance

The opening of a new Enshored European 
headquarters in Lisbon signals more 
than just a bold expansion, it strengthens 
the company’s commitment to 
employee wellbeing.

Portugal has been 
quietly developing a rich 
entrepreneurial ecosystem 
for some years now, and with 
Lisbon hailed as Europe’s 
“spiritual capital of the tech 
scene”, it’s the ideal place 
for Enshored to extend their 
geographical presence.

With a vibrant cultural scene, 
a government committed to 
supporting start-ups, a highly 
qualified workforce where 
English is widely spoken 

and development costs still 
relatively low, it’s no wonder 
that Ian Jackson, CEO of 
Enshored, saw Lisbon as  
“the obvious choice for us”. 

But apart from its lively start-
up scene, which has spawned 
unicorns such as OutSystems 
and Talkdesk in recent years, 
there is another factor that 
saw Jackson open their new 
European headquarters 
in Lisbon.

Earlier this year, the 
Portuguese government 
introduced a raft of work-life 
balance laws to support new 
post-pandemic practices and 
prioritise employee wellbeing. 

These laws make it illegal 
for employers to contact 

Lessons from 
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employees outside working 
hours except in emergencies. 
Employers will also be 
prevented from monitoring 
home working, and remote 
working will be governed by 
contractual provisions.

Welcoming these “progressive 
laws”, Jackson says Enshored 
wanted an environment that 
worked for both the company 
and employees. 

“Portugal acted quickly to try 
and create a legal framework,” 
he says of the new laws. “It 
means that companies who 
have agreed to let people 
remain in WFH mode can ask 
that they come in for trainings, 
reviews etc, so employees 
can't hide – which is good for 

companies. For employees it 
ensures that if they are using 
their own devices and internet 
to support their employer 
they will get paid for it. We'd 
already implemented this in 
the Philippines so it was great 
to see this in law. We need our 
employees to know we care 
about them.”

He added that employee 
wellbeing was rightly 

becoming a bigger 
priority across the 
start-up landscape 
and companies that 

embraced this would 
reap benefits in terms of 
recruitment.

“Key to our success at 
Enshored is that we attract 
and retain the best people 
especially given the nature of 
the work we do,” he explains. 
“Much of it is more complex, 
less stable than much of the 
traditional BPO type work. 
We want the flexibility to be 
able to offer to both clients 
and our teams long term 
hybrid or work from home 
options when it makes good 
business sense, is safe and 
the clients are happy to do 
so. We know that work/life 
balance has been a topic of 
concern and interest to both 
our clients and prospective 
clients. We know that they 
want their partners to closely 
mirror their beliefs.”

Enshored’s Lisbon team will 
offer voice, chat, and email 
services initially, with plans to 
expand services in the near 
future. And with plans to 
grow the team to 50-100 in 

“We need our employees to 
know we care about them.”

the first year with a target to 
scale to 500 by 2024, staff are 
either beginning to settle in or 
getting ready for the move – 
and many welcome the new 
work-life balance laws. 

“I am looking forward 
to visiting and growing 
alongside my colleagues and 
our partners in and around 
our new Portugal office,” 
says Client Success Manager, 
Vernon Yancy.

“We know they have different 
laws there, but I see change 
as a by-product of growth, 
and change, at times, comes 
with unlearning the old to 
welcome in the new,” he 
adds. “This new standard will 
challenge the entire company 
to continue on the path of 
a wellness-first mindset, 
and when considering our 
company’s progress with 
implementing Enshored 2.0, 
we are ready for this next 
season of growth, change, 
and potential unlearning. 
Personally, this is going to 
challenge me to impose 
more wellness and self-
care parameters on myself, 
because I’m also working to 
become less of a workaholic.”

With employee burnout 
putting many high performing 
companies at risk, there’s 
a growing recognition that 
this can’t be solved with a 
few extra days’ leave or a 
mindfulness app. Solving the 
wellbeing puzzle requires a 
decisive cultural shift, which 
is why the ‘Lisbon leap’ could 
make all the difference.
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Chemistry is  
key to success 

Ian Jackson
CEO,  
Enshored
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While stories of business founders often 
focus on inspired individuals, Enshored’s 
Ian Jackson reminds us that many 
companies are born from a meeting of 
minds and complimentary skillsets 

Chance encounters lead to innovation

The history of start-ups 
owes a lot to serendipitous 
meetings. Without chance 
encounters, the spark to 
ignite many of the best 
businesses would never 
happen. Think of when 
Frederick Henry Royce met 
Charles Stewart Rolls at 
a hotel in Manchester, for 
example. From that meeting 
Rolls Royce, one of the 
world’s most exclusive car 
brands, was created. Or 
perhaps when Larry Page 
met Sergey Brinn at Stanford 
University and began a 
research project to create 
a search engine that would 
later become Google. 

Many companies are rooted in 
the ideas of founding partners 
and in the case of Enshored, 
an outsourcing company 
helping disruptive start-ups, 
its genesis owes everything to 
a morning bike ride along one 

of the most scenic roads on 
the California coast.

“One of my hobbies is 
cycling and I regularly ride 
a 50km route with a group 
of people on the Pacific 
Coast Highway,” explains Ian 
Jackson. “It was late 2013 
and I was looking for a new 
challenge. At the end of the 
ride, we stop for a drink and 
one of the riders said he 
must introduce me to a friend 
of his who was also very 
interested in outsourcing.”

That friend turned out to be 
Jeff Bauer, who would end up 
as Enshored’s co-founder.

“We lived half a mile apart 
from each other on Long 
Beach and we went for a 
beer and talked about setting 
up a company together,” Ian 
explains. “Jeff really wanted 
to go and build something 
and we had a lot in common. 
We both had a love of the 

Philippines from managing 
teams out there, and we 
knew we wanted disruptive 
tech companies as clients. So 
we came up with the name 
Enshored and set the business 
up at the beginning of 2014. 
Because we’d both worked 
in music, our first logo was 
inspired by the stamp you’d 
get on your hand when you 
went into a nightclub.”

From this first meeting of 
minds, they went on to secure 
an office in Manilla and begin 
the hard work of winning 
clients, recruiting staff and 
growing the business. 

And then disaster struck. 

In 2016 Jeff took a client call 
in the morning and told his 
family he didn’t feel well. 
Shortly afterwards he had 
a brain aneurism and was 
rushed to hospital. He died at 
the age of 39. 

Jeff Bauer

23



“It was absolutely brutal; 
the worst time ever,” recalls 
Ian. “We were all in a state 
of shock. At that point our 
business was really small. We 
had grown it from nothing 
and had about 60 people. 
We’d spent the first few years 
working really hard together 
and feeding off each other. 
We were just hustling and 
trying to find our first clients.”

Suddenly, Ian was extremely 
isolated. He was not only 
trying to cope with grief but 
also the loss of business, as 
a large part of their sales 
pipeline went because 
of everything Jeff was 
working on. 

“It was hard,” he 
reflects. “I had to go 
out there and start 
tapping in to other 
sales networks, but we 
had a good reputation 
and we were starting 
to win repeat work and 
get referrals. We lost 
a third of the business 
at the beginning of 
the year but we were 
back on track by the 
summer.”

By 2020, they were 
employing 1,000 people 
and had made it onto the 
annual Inc. 5,000 list of the 
fastest growing companies 
in America.

In the space of a few years 
Enshored had been able to 
make good on the dream 
that Ian and Jeff had shared 
when they first toasted a 
beer together. 

Creating more by working together 

But the driving force behind 
the business – sharing ideas, 
collaborating and realising 
that partnering can build 
something truly innovative 
has remained the same to 
this day. 

“Meeting people who have 
different skillsets but share 
a similar vision is a huge 
part of the entrepreneurial 
journey,” he reflects. “It was 
incredibly exciting when me 
and Jeff first shared our ideas 
and realised we could create 
something great together. I 
still feel the same thrill today 
when we’re talking to start-
ups about how we can help 
them grow and become 
more innovative.”

Acknowledging that his start-
up journey was very much 
a steep learning curve, he’s 
keen to share advice other 
entrepreneurs embarking on 
the same path. 

Perhaps the biggest lesson 
he would pass onto to other 
start-ups, though, is that 
you reap what you sow. “I do 
believe in karma,” he says. 
“When you do good work for 
your clients it pays off. Forty 
percent of our clients come 
from referrals and that tells 
its own story.”

Another lesson he wishes 
to emphasise is the need to 
hold people accountable for 
performance and give staff a 
strong sense of ownership in 
the work they do. 

“We try to keep our structure 
very flat,” he says. “Most 
outsourcing companies are 

very hierarchical. They have 
tightly prescribed roles and 
anything outside these roles 
isn’t for them. So when we’re 
hiring, we’re always looking 
for people that are different 
than the normal. We want 
people who want to be more 
of a Swiss army knife. So we 
end up with more interesting 
people. That culture of 
learning and accountability is 
really big in the business.”

Their work in solving the 
challenges relating to scaling 
disruptive, high growth 
businesses has helped 
acquire an impressive 
roster of clients in social 
media, ecommerce, FinTech, 
SaaS companies, online 
food ordering platforms 
and consumer goods 
manufacturing. 

For Ian, who left a career 
working with investment 
bankers to set up Enshored, 
the tech sector is not only 
the vanguard of change, but 
ultimately a better fit for 
him personally. 

“We like working 
with these clients,” he 
admits. “They’re a lot 
less adversarial and 
want you to succeed. 
These tech companies 
don’t have a finite view, 
they have an infinite 
mindset and always 
believe they can create 
more by working 
together. That’s been 
our guiding principle 
from day one.”
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Company name:  
Enshored 
Based:  
Long Beach, California 
Provides: Support for 
disruptive start-ups 
by delivering tailored 
outsourcing solutions 
More info: enshored.com 
Year started: 2014
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Taking  
back control
What do Arkadium, Buffer and 
Wistia have in common? They all 
have founders that bought back 
their companies from investors. 
Here’s why they did it.

Few companies manage to raise venture 
capital, but the opportunity to turbo charge 
your growth can be extremely enticing. 
However, not every founder is willing to 
trade careful stewardship of a brand they’ve 
nurtured from nothing to a growth at all 
costs mindset and this is where tensions 
between founders and investors can prove 
irreconcilable. At this point, founders can 
either freeze through the realisation they’ve 
made a mistake or embark on a round of 
sensitive negotiations to attempt to claw 
back control of their business.

26



Joel Gascoigne, Buffer

For Joel Gascoigne, CEO and 
co-founder of social media 
management platform Buffer, 
the process of deciding to 
buy-out founders began after 
he realised his company’s 
values and culture were 
being lost in a relentless 
growth focus. 

It helped that when they 
raised Series A funding in 
2014, they had established a 
better position than most in 
that they didn’t cede control 
through an investor board 
seat, raised a relatively small 
amount in $3.3million and 
only given away 6.2 per cent 
of the company instead of 
the usual 20-30 per cent. 
Also, he’d been upfront about 
not wanting to go public 
or sell the company in the 
next five to seven years. This 
saw one of his investors ask 
for a clause to give them 
the option of getting their 

money out plus nine per 
cent annual interest at any 
point starting five years from 
their investment. 

After raising funding, they 
began to accelerate growth 
and recruited rapidly. But 
results didn’t follow quickly 
enough, layoffs were needed 
and they had to question 
what growth rate they 
wanted to achieve. 

Ultimately, Gascoigne opted 
for “calm company growth 
that allows team members 
to bond and have time to 
become productive, rather 
than having a large portion of 
the team be completely new 
to Buffer.”

While this was good for 
strengthening the company’s 
culture and core values, 
he admits it caused some 
“challenging conversations” 
with their investors. 

As part of these 

conversations, he was 
asked if he’d be prepared 
to stand down as CEO if 
Buffer could not afford the 
agreed nine per cent annual 
growth return. It was at 
this point that he admits 
communication “started to 
break down” and he began to 
pursue the idea of buying out 
their VC investors.

Carrying out a stock buyback 
was not easy and required a 
big hurdle to be cleared first; 
they had to build up cash 
reserves to make it possible. 
Then the discussions began.

Ultimately, this led to them 
spending $3.3million to buy 
out their main investors, a 
decision which Gascoigne 
says put the company 
on a path of long-term 
sustainability and created 
“better alignment within our 
shareholder base towards the 
path we are on”.
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Chris Savage and Brendan Schwartz, Wistia

The wish to reclaim their 
original culture and values 
from a nothing-matters-
but-growth approach was a 
similar driving force behind 
the video hosting company, 
Wistia’s decision to buy 
out investors. Founded by 
Chris Savage and Brendan 
Schwartz in 2006, they raised 
$1.4million in two rounds of 
angel investment.

In a blog post, the founders 
described being in a 
“constant state of stress” 
because they weren’t 
growing fast enough and 
making the wrong decisions 
as a result.

“Instead of the creative 
long-term risks we 
relished in taking,” the 
founders explained, “we 
were taking financially-
motivated risks in service of 
accelerated growth.”

This remained a constant 
source of tension and 
ensured they would have 
to make a major decision; 
they had to decide whether 
to “sell Wistia for a life-
changing amount of money 
or keep building the business 
ourselves.” In the end they 
went with the latter and 
committed to building a 
profitable company that 

could take creative risks for 
the long term. To achieve 
this, they raised $17.3 million 
in debt to carry out a 
leveraged buyout. 

They knew this carried a 
substantial risk; if they missed 
repayments they could lose 
control of the business and 
end up with nothing. But it 
was a decision they were 
comfortable with because 
“at least we could sleep at 
night knowing we offered 
our investors and employees 
a return.”
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Jessica Rovello and Kenny Rosenblatt, Arcadium

Like many other companies 
that achieved early success, 
Arcadium was also enticed 
by the prospect of turbo 
charging their growth through 
the support of investors.

Founded in 2001 by 
Jessica Rovello and Kenny 
Rosenblatt, the gaming 
company grew quickly and 
was hired by Microsoft 
to develop pre-installed 
games. “We drank the 
Kool-Aid,” admits Rovello, 
after the company raised 
$5million in Series A Funding 
from Edison Ventures to 
accelerate growth.

But the growth juggernaut 
soon ran into obstacles, most 
notably the Russians taking 
over parts of Ukraine and 
subsequent US sanctions 
being placed on companies 
operating in Crimea. 
Arkadium had a 100 person 
team operating there, which 
it had to dramatically reduce 
and both founders soon 
began to take a different 
view on the relentless growth 
course they were on. 

“It is very surprising to me 

in so many other areas of 
society we have evolved to 
take a long-term view of 
things, like the environment,” 
Rovello told Fast Company. 
“I don’t understand why that 
hasn’t translated to business 
and why this short-sighted, 
short term, high growth, 
high burnout scenario is 
considered the ultimate 
calling for a company.”

For Rovello and Rosenblatt, 
it was no longer their 
calling and they would 
end up buying out Edison 
Ventures. “We are committed 
to building an evergreen 
business,” explained Rovello 
in a statement at the time.

“To do that, technology 
companies need to get 
away from the de facto VC 
growth model. Operating 
independently enables 
you to have a longer-
term view, greater control 
around strategies, and more 
operating flexibility. We 
want to be an example for 
purpose-driven companies 
that value long term 
impact over ‘growth at all 
costs’ mindsets.”

Company culture 
is key to long 
term success

For Rovello, Rosenblatt, 
Savage, Schwartz and 
Gascoigne, the decision 
to take back control 
has left them with no 
regrets. They’re all happy 
to be able to grow at 
their own pace and 
have more control over 
company culture. 

“I truly believe that we 
should be talking more 
about these topics as 
an industry, and I hope 
our experience can be 
useful to those who may 
be considering a similar 
path,” says Gascoigne. 

For Rovello, this can only 
help raise awareness that 
there isn’t a one-size-fits-
all approach to growing 
a business. Building a 
“people first, long term 
business” is an ideal 
all five founders agree 
should be seen as a more 
attractive alternative. 
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‘Humans are built 
for challenge.  
That’s why we  
put people first.’
Q&A: 
Sang Won Hwang,  
COO, Enshored

Sang is the COO of Enshored, a 
leading outsourcer for startups. 
We spoke to him to find out more 
about why building a people-
first culture is key to solving the 
content moderation problem and 
protecting your brand.

Q: What kind of people are 
you looking for in Enshored 
for content moderation?

A: We are looking for people 
who are analytically savvy 
and emotionally intelligent. 
They have to be critical 
thinkers while also being 
creative. We’re looking for 
problem solvers. We are 
solving problems for brand 
risk, brand uncertainty, 
and value.

Q: How does your ‘people first’ culture drive productivity?

A: We have a community-
based mentality. If you 
don’t have a community 
approach to this, individuals 
will fail much faster. If you’re 
isolated on your desk and 
just absorbing challenging 
content without sharing, then 
how do you think you’d feel? 
You’d feel terrible. 

So we work in tight-knit 
groups, and we share 
experiences. ‘What did you 
see today?’ ‘How did that 
make you feel? And then 

we talk about it. We help 
people and take steps to 
empower them and overcome 
negativity. That talk often 
turns to home, and our team 
will share why they’re working. 
Some are working because 
they have a family to take care 
of or a grandma. Or they’re 
putting their daughters 
through school. And others 
will say, ‘I’m doing the same. 
It creates a natural bond of 
togetherness. Everyone has 
each other’s back.
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Q: How do you look after 
staff at a time when content 
moderated services for user-
generated content are fast 
becoming a C-suite priority?

A: Content moderators 
indeed get to see the worst 
of humanity. We’re a people-
based business and believe 
that people should not be 
treated just as workers. 
They’re the invisible heroes 
of the internet that filter out 
the worst of human behavior. 
We are taking criminal acts 
off the Internet, and we 
don’t see people as just 
worker bees. These people 
are acting as curators for 
the visual experience. We’re 
moderating based on values 
of quality, safety, decency, 
and intelligence. 

But our people are very 
motivated and they have a 
lot of heart and soul. Humans 
are built for challenge and 
constant complexity. That’s 
where we soar, and that’s 
why our people are the most 
important thing.

We take care of their 
psychosomatic needs. 
They absorb a lot of toxic 
material and this can 
sometimes manifest itself in 
physical illness. So we have 
professional psychologists that 
work with all the moderators. 
But we also use the content 
as motivation. We don’t see 
the job as removing x amount 
of inappropriate content. The 
job is to protect your child and 
everyone’s children and keep 
the Internet safe. There is a 
critical social mission at the 
heart of what we do. 

It’s very much a Coach Carter 
approach.

Q: Does this result in good 
staff retention levels?

A: Yes, it does. We have 
a high level of retention 
because of the culture and 
the sense of community. 
We pay people above 
market rates, and we want 
to work with clients with a 
social mission. We aim to 
pay people 10-15% above 
market rate. Why? Because 
we want to empower staff. 
That way, you get higher 
productivity, higher quality 
scores, and more alignment 
with your value proposition 
as a company.

Q: Does your journey inform 
these values? What attracted 
you to the BPO world?

A: Yes, my values do owe a 
lot to my upbringing. I grew 
up in a rice field in Korea, and 
my grandfather and father 
were rice farmers. I moved 
to America and went on to 
teach social entrepreneurship 
at a leading university. The 
issue of poverty was never 
far away from the discussions 
we would have in class, and 
I wanted to participate in 
that problem by empowering 
people. The area where I 
thought I could make the 
most impact was in an 
emerging market working 
for a BPO. I’m fundamentally 
interested in the development 
of people that have business 
implications.

Q: How do you see 
the role of people in 
content management 
moving forward?

A: People will always matter. 
The future of work in content 
moderation is greater 
transparency. We need to be 
open, out, and proud that we 
are the real people behind 
the brands. We are dealing 
with brand risk, we are in the 
Philippines, and we’re proud 
of this role. Why? Because 
we’re the ones protecting the 
world’s community from the 
worst of humanity.

“We don’t believe 
humans are inherently 
selfish. We believe 
humans are ultimately 
powerful if they can 
liberate their best 
selves. We support 
this through a 
robust management 
infrastructure, solid 
one-on-one mentoring, 
and intense emotional 
intelligence training.”

Company name:  
Enshored 
Based:  
Long Beach, California 
Provides: Support for 
disruptive start-ups 
by delivering tailored 
outsourcing solutions 
More info: enshored.com 
Year started: 2014
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www.enshored.com

Powerful outsourcing  
for disruptive start-ups

We support the unicorns of tomorrow with customer experience, 
content moderation, sales & marketing and back office support. 

Digital Customer 
Experience

Content 
Moderation

Sales and 
Marketing

Back Office 
Support


