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This is our framework that drives 
our vision, values and mission.

The framework brings our values to life. It 
informs business decisions, policies, and actions. 
It is embedded in our processes and operations.

Our framework is designed to empower 
growth, starting with the individual and onto 
the wider ecosystem – the team, the company, 
the clients, and the people that we serve.

As we, the individuals at Enshored, operate from 
a place of empowerment, we unconsciously 
give other people permission to do the same.

As we are liberated from our own constraints, 
our behaviors automatically liberate others.

And this is how change happens.

Our Leadership

Welcome to Enshored, where we are building a community that grows and 
thrives together. We support start-ups to grow with our agile services while 
also investing strongly in the development of our team in the Philippines.

We started Enshored in 2014, bootstrapped, 
with no silver spoon in our families and little in 
the way of a Plan B. That’s what’s built our grit. 
We are now growing at 100% year on year, 
thanks to the trust of our clients and the talent 
of our people.

Our people’s development and growth are as 
important a part of our business plan as 
winning new verticals and driving up profit. 
Balancing the impact of our decisions on our 
people, customers, suppliers, community, and 
the environment is a responsibility that we 
take seriously.

We have built Enshored on diversity. We come 
from hugely diverse backgrounds. Yet, we share 
a culture and ethos that is deep, strong, and 
based on shared values that can’t be attributed 
to upbringing. It’s bigger than that - a universal 
value to being good citizens of the world and 
aiming to leave it better than we found it.  

Whether you are a team member, a client, a 
partner, a supplier, we work with you to deliver 
a positive and empowering impact.

Come work with us, and let’s do good 
work together.

Ian, Elissa, Miguel, Sang, Ryan and Pauline.
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Our Guiding 
Principles 
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Our Guiding Philosophy
We believe that when our people thrive, 

our clients thrive too and that when we all 
thrive, the world becomes a better place. 

To our minds, there is plenty to go around 
for everyone.

We believe in an infinite mindset and that 
progress is inevitable and unending.

We embrace two philosophical principles – 
Aristotle’s Eudaimonia and Maslow’s Hierarchy 
of Needs.

Eudaimonia comes from Aristotle’s thinking 
and asks the question, “How do we reach the 
highest level of ‘human flourishing, prosperity 
and blessedness?” 

The principle explores the concept that the 
closer we are to our authentic selves, the more 
we contribute to the world. 

In a Business Process Outsourcing (BPO) 
setting this means that:

 + we support our people to achieve their 
potential and contribute to their best ability 

 + we don’t treat individuals as cogs in the 
machine

 + we bring out the best in everyone to operate 
as closely as possible to their own personal 
Eudaimonia we provide the environment, 
tools and support system to thrive.

Basic needs 
Food, health, water, rest, 

security and safety.

Psychological needs  
Esteem, belonging and 
recognition and love.

Self Actualization needs  
Dreaming big,  

achieving one’s potential.

We operate on the premise that before an individual can 
achieve their full potential, their primary needs must be met.

Achieving one’s full 
potential, including 
creative activities

Self 
Actualization

Esteem needs

Safety needs 

Belongingness and 
love needs

Physiological needs

Prestige and feeling 
of accomplishment

Intimate 
relationships, 
friends

Security, safety

Food, water, 
warmth, rest

Psychological 
needs

Self Actualization 
needs

Basic 
needs
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Food, health, water, rest, security and safety
Every territory that we operate in has a minimum $ level that allows our people to thrive, even at 
entry-level positions. This is not the minimum wage/ the legal minimum hourly rate. It is the living 
wage that allows an individual to thrive in that territory. In the Philippines, the minimum wage is  
not a living wage. Therefore, we pay above the minimum wage.

 Our Commitment

Financial
Our goals:

 + 2021-2022 is to achieve above median salary 
for all roles

 + 2023-2024 is to achieve a top decile benefits 
package for everyone for their role 
and tenure

 + We intend to meet and exceed these values 
in all the territories where we operate.

Safety and security
We commit to creating a working environment 
that is a safe, calm place with the correct tools 
to do the best job. Whether that is in the office, 
at home, or on the road. It is everyone’s 
responsibility to make sure that our team is 
safe. As we write this, we are in the middle of 
the global pandemic and we are moving 
mountains to make sure that we protect our 
people. So far, we have been successful, and we 
intend to keep it that way.

Security and safety is not just physical. It’s also 
about creating an environment where making  
a mistake is seen as part of working life and  
not a fatal error. We treat our co-workers with 
respect and allow them the freedom to take 
risks and not be harshly criticized if things  
don’t work out. 

This ethos comes from the top down – our 
leaders regularly share their failures and 
learnings with their teams. It is a mature,  
honest and transparent way to lead. 

Overworking, travel, rest
We work in multiple time zones. It can be brutal. 
Many of us work nights, weekends, and holidays, 
when everyone else is sleeping or with loved 
ones. Organizationally, we make sure that we 
have rest time though. No one at Enshored is 
forced into overtime. That’s not the case at every 
BPO. Many push mandatory 6 day weeks or 
daily shifts of 10+ or more hours, week in, week 
out. Where we have to work longer hours, it is 
done through choice. We encourage our clients 
to scale up their teams once overtime volumes 
get close to breaking this trust with our team. 

Belonging
Enshored is part company, part tribe. We 
attract the unconventional, the rebels, and the 
people who want to make an impact. We 
welcome diversity, we embrace complexity – 
that is how we create belonging. 

We give everyone the opportunity to be heard. 
We encourage our people to feel part of 
something bigger than themselves and to 
contribute to a clear understanding of our 
value-centered mission. 

Esteem 
Once your basic needs are met what’s the point 
of working if you never get recognized for 
your contribution?

We believe that our contribution to esteem is in 
praise, reward, recognition and thanks. We may 
not always do enough of it, but we are 
committed to doing more. 

Love
Love in the workplace? Again, we go back to 
the Greeks who nicely nailed it. Agape love 
– love for your fellow man. Life happens. We are 
there for the big life events – the births, the 
illnesses, the deaths, the kids’ graduations, the 
big birthdays. We celebrate life’s events with 
our people. 

We are there for the good times and the bad 
times. Our CEO writes the cards, sends the 
notes, acknowledges the key events as much as 
is humanly possible. We do the parties. (Well, 
we did the parties pre COVID-19 and we hold 
on to the hope that we will be able to do them 
again in the very near future.)

 Our Commitment

Belonging, Esteem, Love 
 + Set up the wings program this year to reward 
progression

 + Set up an annual award scheme

 + Do more public praise! Understanding that 
each person’s job contributes to the ultimate 
success of the company. 

 + On a daily basis we recognize that it is our 
job to make everyone that we deal with feel 
valued and supported.

Basic Needs Psychological needs

The Empowerment Framework 98 Enshored



Self Actualization, the big one. Arguably the 
reason that we are all here. Can we, have we, 
created the framework to allow anyone, and 
everyone who wants it to get to reach  
Eudaimonia? The highest level of ‘human 
flourishing, prosperity and blessedness.’ It’s a 
big, bold, audacious commitment. But here at 
Enshored, we are committed to helping all our 
staff reach their potential, and to take off 
and fly.

 Our Commitment
We will support, encourage, enable and 
facilitate the people who work with us to think 
big, to be creative and to have a vision for the 
future – for them and the world. 

We want them to reinvent, and rebuild a better 
service, team, solution, process... or world.

 + It’s our higher purpose 
 + It’s why we do what we do
 + It’s the guiding framework for how we 
operate 

 + It’s for our clients and our employees 
 + It’s our company ideology. 

“Alone, we can do 
so little; together, 

we can do so much.” 
Helen Keller

Self-Actualization needs
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Mission, Vision 
and Values
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Our Mission 
We power growth. We are here for disruptive 

start-ups, emerging economies, and 
individuals to achieve their vision while 

making this world better than we found it.

Our Vision
To be the most trusted outsourcing partner 

for the world’s entrepreneurs and innovators. 

We set the pace of transformation in the 
outsourcing space by unleashing our 
workforce’s potential, empowered by a culture 
driven by empathy, innovation, deep data and 
smart technology. 

We build a tribe of learners and leaders who 
reduce the inequality gap in their communities. 
Together, we see the transformation of the 
communities in which we operate where we all 
rise together.
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Grit: We never give up. We don’t always know 
the answer, but we don’t give up until we crack 
it. Sticking at it makes us stronger.

Curiosity: We want to know you, what makes 
you tick and what it will take to help you grow. 

Learning: Learning is the key to mobility, 
growth and transformation. It’s a commitment. 
We’re committed.

Grit

Curiosity

Learning

Honesty & 
Sincerity

Grace

Integrity

Grace: The unconditional love for our fellow 
man. What is this world without love – merely  
a transactional scorecard of winners and 
losers. We don’t want to reinforce that 
operating system. We are driving a paradigm 
shift to an infinite mindset where we start from 
the knowledge that there is plenty to go round.

Honesty & Sincerity: Being true to ourselves. 
Being honest, being open, trustworthy and 
truthful. Sincerity provides depth to honesty, 
as our honesty at times can even betray us,  
as we all hide behind our deep pain and hurt. 

Integrity: Integrity is standing up for what we 
believe is right and living by our highest values.

Our Values
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Empowering  
our people
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Getting the basics right

Fighting poverty is a huge and complex 
global challenge. Around 689 million people 
are living on less than $1.90 a day, and for the 
first time in more than 20 years, this has risen 
due to the impact of the COVID-19 pandemic.

In emerging economies, like the Philippines, the 
BPO industry plays a key role in moving people 
out of poverty through employment.

At Enshored, our entry-level jobs pay 10x 
above the poverty level. This is a good start 
but it’s only the beginning. Our aim is to 
support people to move up the pay scales as 
quickly as possible to get up to 20x above the 
poverty level.

There are three interventions needed:

1. The client agreeing to fair terms and 
conditions that allow us to provide more 
security to the team member.
This is why we ask clients who want a reduced 
headcount to provide three months’ notice in 
instances where Enshored are unable to find 
other opportunities for those being removed.

2. Enshored supporting the team member to 
thrive and progress.
We provide a strategic map for new hires 
mapping out the potential career and salary 
growth that we define as the six-month route 
to permanent placement. We provide the 
training, tech and mentoring to support this.

3. The team member learns the skills to 
overcome a poverty mindset.
This is why we provide a targeted range of 
training and inputs from savings plans, 
pensions and long-range planning.

The travel industry was hit hard by the 
COVID-19 pandemic in 2020. Our travel clients 
quickly moved into headcount reduction. By 
May nearly half the jobs disappeared. We were 
faced with a choice. Let go of our hardworking 
team who were already in a higher salary 
bracket due to the specialist nature of the work 
or find them work in parallel positions.

We immediately set to work to find them 
parallel positions. We retrained them while 
keeping the same levels of pay.

We did not use the opportunity to cut costs.

We took the hit on the pay differential between 
the roles that we were able to place them in 
and the higher pay that they were on from the 
travel industry.

We did not take up the Filipino government on 
its offer to introduce a 10% pay cut across 
the board.

We also supported badly hit clients with short 
term Covid rate reductions to our standard 
rates as we knew they were in 
unchartered territory.

It cost us tens of thousands of dollars each 
month, but we took the hit to support our 
clients, our people, and their families.

When your values 
impact the bottom line...

Values matter, 
principles matter, 
people matter.
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What we offer

All team members with six months tenure:

 + Become Enshored employees

 + Receive redundancy benefits

 + Receive HMO health insurance

 + Receive life insurance

 + Achieve bonus participation above and 
beyond Government-mandated bonuses

 + Receive anti-social hours adjustments – 10%-
130% over standard hourly rates based upon 
Filipino law

 + Receive company and team SWAG

 + Qualify for rent to own scheme on laptops, a 
unique Enshored benefit to help employees 
with homeschooling their families and 
supporting continuing professional education

 + Participate in regular team building activities 
(pre and post-COVID-19) at 
company expense

 + Receive Life Event awards – birthdays, new 
births, marriage and bereavement allowances

 + Are entitled to company nurse treatment 
and support

 + Have access to our psychological 
wellness program

 + Receive a minimum of 2.5 hours per week of 
company-led training per week (minimum)

 + Get access to our savings plan program

 + Have access to company emergency loans 
– many people have no one else to turn to.

Our plans for poverty mobility 
encompass the ‘whole person’ or 
‘whole family’ from education 
and healthcare to finance. 
In 2021 we are working on:

 + creating our charity to support education in the countries 
in which we work

 + creating a hardship and welfare fund for employees facing 
extreme circumstances

 + supporting and funding educational technology skills 
programs for young people and women in our communities 

 + continuing to support the Social Sustainability Fund in 
collaboration with local non-governmental organizations. 

$26BN
BPOs contributed to 

the Philippines’s 
economy in 2019

1.3M
people 

employed across 
1,000 BPOs
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Learning and Empowerment

Our people vision is to empower individuals to reach their 
full human potential through continuous learning, a 
commitment to self-development and excellence.

We are building a community of learners and 
leaders who are engaged and highly skilled 
through our unique training programs.

We teach the core qualities and skills that not 
only equip our people to perform mission-
critical operations but also think creatively, 
strategically, and outside the box.

We avoid the myopic, linear, procedural-based 
training approaches so common in the 
outsourcing world. The firm believes that 
creating meaningful work as part of an overall 
growth strategy yields humane workers rather 
than workers who are merely human. Since the 
beginning, we have embraced this philosophy, 
and this approach permeates our culture.

All our employees receive:

 + training needs assessment on start

 + critical thinking skills, leadership and soft-
skills training

 + an annual Learning and development plan

 + access to Enshored Academy programs

 + 1-2-1 career coaching.

In 2021-22, we are designing and delivering 
our Wings program. It’s a team development 
program supporting individuals grow, thrive 
and succeed.   

Recruiting

Our recruitment policy is to hire talent who can demonstrate 
high levels of trust, teachability and leadership. These 
qualities are core to a successful, long-term Enshored fit.  

A key value is honesty and integrity. We require 
the highest level of integrity in those we hire.

At interview, candidates are asked behavioral 
questions for well-rounded insight into their 
values and personality. We want to hear how 
candidates deal with difficult situations, when 
their honesty was tested, we want to 
understand the judgments they made and how 
they would do things differently.

We are looking for people who are open to 
learning new things all the time. As part of our 
recruitment screening, we seek out people who 
score highly on the Teachability Index. It’s a 
simple but powerful way for us to quickly 
assess an individual’s willingness to learn and 
accept change.

Finally, we look for people with leadership skills 
– those who can bring clarity of thought and 
communication, who are a good judge of 
people and who are highly committed.

Our training program dives into not just surface 
root cause such as lack of industry knowledge 
or subject matter expertise or communication 
training, but deeper root causes such as 
unwillingness to change or an unwillingness to 
learn through personal empowerment training.
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Solving complex problems

We are in the business of solution development for new 
industries facing new issues.

We innovate to continuously deliver high 
performance and value for customers. We can’t 
do this using old ways of working and thinking. 
We need an overhaul of what is considered 
standard in the industry, which is where 
systems thinking comes into play.

Across our business, in every function and 
within every program we are adopting the 
four-quadrant approach to solving problems. 
We get to the root causes by looking through 
four different dimensions that help us tackle 
entrenched problems such as 
employee attrition.

We learn faster and are more productive. This is 
what sets us apart from our competition. The 
Empowerment Department is training up our 
leaders, from team captains to executives, in 
the techniques that will make them 
expert practitioners.

“You did a fantastic job with the shift to 
working from home – almost seamless”

Paddle

“I never lose. I 
either win or learn.” 

Nelson Mandela
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Empowering 
Start-ups
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Enshored solves the challenges of fast growing, disruptive 
start-ups by delivering tailored outsourcing solutions that are 
designed for start-ups.

We design, resource and drive:
 + Digital Customer Experience 

 + Back Office 

 + Sales and Marketing 

 + Content Moderation. 

We provide expert guidance for start-ups – 
from reactive service development to  
planned business expansion.

Our Value Proposition Aligned with our clients 

It starts with curiosity. We want to know what is driving the 
client. On the surface it can seem very clear “We need back-
office support to process orders” or “We need to keep on top of 
3,000 posts an hour”, but there is a deeper level that we want 
to understand. We strive to work this out and build the service 
level agreement (SLA) out from this point.

Establishing the Key 
Performance Indicators
We undertake an initial workshop with our 
clients to understand what the key drivers are 
behind the business – growth, scale, 
geographies, internal and external pressures, 
aspirations, hopes, fears, threats and 
opportunities.

We take the outcomes of these and distill them 
into SLAs.

Service Level Agreement
We align the start-up key performance 
indicators – cash runway, next raise, existing 
team deficits – as much as possible into 
deliverable SLAs.

How we work
 + We target 25% improvement against 
SLA targets

 + We keep one step ahead

 + We analyze data/trends

 + We bring solutions and improvements to 
the table

 + We strive to be proactive not reactive

 + We are honest and transparent when we 
see problems

 + We spot small issues before they turn into 
big problems

 + We speak up without fear of judgment 
or criticism

 + We collaborate within our team and with our 
clients to find a solution.

“Performance or quality has never been an issue”
Enshored: Powering growth

Rocksbox
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Our Roadmap to 
Empowerment
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Our strategy for transformation and continuous 
improvement is fundamental to how we create and 
operate an agile and empowered company now and 
in the future. 
Phase 1 of the roadmap saw the creation of  
a dedicated Empowerment Department that 
brings together people, process excellence and 
data science under one roof to consistently 
deliver high quality outcomes for customers. 

Integrating these three functions means we can 
move from operating in silos to whole systems 
thinking, which will increase our ability to be 
more responsive, innovative and productive, at 
a faster pace. Over the next 12 months, we will 
roll out phases moving us from our current 
operating model to the future way of working.  

Business Empowerment Framework

Transformation

Process 
organization 

overhaul

Building new 
organization 

culture

Redefining role 
and functions

Discovery

Audit of 
Enshored’s As-is 

state as an 
organization

Definition of 
Enshored’s 

identity as an 
organization

Understanding 
problem areas

Normalization

Embedding 
changes in the 
organization

Documentation 
of changes

Knowledge and 
Issue

Employee 
Development 

Program

Monitoring

Establishing 
systems to 

monitor 
performance

Streamlined 
performance 

Metrics

Streamlined 
reporting 
process

Continuous 
Improvement

Establish 
processes to 

improve 
performance

Process 
Improvement 

Program
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Founder’s Story
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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. And in 
the case of Enshored, 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 in 
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 
afterward he had a brain aneurism and was 
rushed to hospital. He died at the age of 39. 

“It was absolutely brutal; the worst time ever,” 
recalls Ian. “We were all in a state of shock. At 
that point, our business was tiny. 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 into 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.”

They made operational 
improvements, improved the 
diversity of their leadership 
team and held their nerve. 

“I had to sit down with the 
team and tell them we would 
be alright,” he says. “We’re a 
self-funded company and it was tough. You 
have to keep turning the flywheel and it 
eventually starts to get better. I didn’t take a 
salary for a long time and I was very lucky that 
my wife was there to support me and pay for 
everything. But I learned I was more resilient 
than I thought I was.”

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. 

As with any start-up journey, 
though, there were plenty of 
bumps in the road and a lot 
of lessons learned along the 
way.

One of the first lessons was 
never to rush into securing 
office space. “In the early 
days we got duped on the 
contract,” says Ian. “We 

ended up on the 44th floor of a residential 
building in Mandaluyong, with no air 
conditioning, that had been converted to office 
space without enough elevators. There were 
many times when Jeff and I would walk 44 
flights of stairs to get to our office. It was 
a nightmare.”

“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.”

Jeff 
Bauer

In the space of five years Enshored went 
from an idea discussed over a beer to one 
of the fastest growing companies in the 
U.S. Here, its founder and CEO recalls the 
start-up journey. 
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“We only get one life to make an impact. If 
we can’t be a force for good, why bother? 
Enshored has come a long way in a short 

time. I look forward to seeing us grow our 
impact on our clients, our people, and the 

communities in which we operate.”  
Ian Jackson

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 emphasize 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 huge in 
the business.”

It’s a culture that’s proved to be a winning 
formula. Their work in solving the challenges 
relating to scaling disruptive, high growth 
businesses have helped acquire an impressive 
roster of clients in social media, eCommerce, 
FinTech, SaaS companies, online food ordering 
platforms, and consumer goods manufacturing. 

Moving forward, he’s very bullish about the 
future of outsourcing and says that post-
pandemic there’s a growing recognition that 
remote working is the ‘new normal’. “Everyone 
has got more used to the fact that people may 
be working remote from them and, if anything, 
Covid-19 is probably going to accelerate 
people’s acceptance of outsourcing,” he says. 

Certainly, there are many business 
commentators predicting that there will be 
strong demand for outsourced services in the 

longer term as part of 
accelerated digital 
transformation activities 
within organizations.

The upheaval of the 
pandemic has shaken up 
many existing business 
models and disruptive 
technology is rapidly 
driving how businesses 
are evolving and how 
they will operate in 
the future.

For Ian, who left a career working with 
investment bankers to set up Enshored, this 
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.”

“Everyone has got more 
used to the fact that people 

may be working remote 
from them and, if anything, 
Covid-19 is probably going 

to accelerate people’s 
acceptance of outsourcing.”
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