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The HFS Hot Vendors are an exclusive group of emerging players with a differentiated value proposition for 

the Digital OneOfficeTM (Exhibit 1). HFS analysts speak with numerous exciting start-ups and emerging 

players. We designate a select group as the HFS Hot Vendors based on their offerings’ distinctiveness, 

ecosystem robustness, client impact, financial position, and the impact in our OneOffice Framework. The 

HFS Hot Vendors may not have the scale and size to be featured in our Top Ten reports, but they have the 

vision and strategy to impact and disrupt the market. 

 

Exhibit 1: The HFS Digital OneOffice Framework 

 

Source: HFS Research, 2020 

In the rapidly changing space of digital operations, enterprises realize they cannot be everything to everyone. 
Whether you are an enterprise consuming third-party services, a service provider, or a technology provider, 
you will need a smart ecosystem to succeed and survive. HFS Hot Vendors are service and technology 
providers hand-picked by our analysts to help you flesh out your smart ecosystem with offerings that solve 
today’s complex business problems and exploit market opportunities. In this increasingly “me too” world, 
HFS Hot Vendors display truly differentiated offerings and out-of-the-box thinking that can be both inspiring 
and useful. 
 

In this report, we profile eight short-listed players (Exhibit 2) that we have designated as HFS Hot Vendors 
based on our rigorous five-step assessment during Q2 2020. The HFS Hot Vendor designation for the following 
players will remain in place until the end of Q2 2021 (one year) when we repeat the process for renewing the 
HFS Hot Vendor designation.  
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Exhibit 2: HFS Hot Vendors Q2 2020 Edition (in alphabetical order) 
Note: The HFS Hot Vendor Designation is valid for one year from Q2 2020 to Q2 2021 

 

Aspire Systems 

A trusted technology partner that helps customers make the most out of technology 
investments 

 
FireStart 

An Intelligent Automation platform built on simplicity and collaboration  

 
HighRadius 

Elevating F&A as a strategic business partner by creating an invisible and autonomous 
receivables process using the Triple-A Trifecta of automation, analytics, and AI 

 

 

 Ignite IPA 

Driving value-based outcomes in intelligent process automation (IPA) with a model 
that promotes self-sufficiency and scalability 

 
Life.io 

Designing the future of customer engagement in insurance 

 

NewStore 

Creating seamless omnichannel experiences for retailers and customers 

 

Robiquity 

An intelligent automation pure-play services firm focused on helping enterprises 
“ScaleSafe” 

 
Skan 

Developing a “Fitbit” for enterprise operations 
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Aspire Systems: A trusted technology partner that helps 
customers make the most out of technology investments 

Author: Ollie O’Donoghue 

Technology underpins every aspect of the modern business, which means it’s now more important than 

ever for enterprises to find collaborative partners that can bring the brains and brawn needed to get the 

most out of technology. Recent HFS research highlights the continuing investment from enterprise leaders 

in technology, from next-generation change agents such as AI and blockchain to core business enablers 

such as infrastructure and business applications. As all enterprises rush to implement the same 

technologies and embed innovation into their business, the rush for high-quality talent and experience 

intensifies—creating both challenges and opportunities for service providers. This prospect is not lost on 

Hot Vendor Aspire Systems, which reports considerable growth over the past five years as it focuses on 

acting as a trusted technology partner for its growing customer pool. 

Aspire Systems, founded over two decades ago, has thrived in a market where executives seek partners to 

help them push the innovation envelope. The firm’s background as a software house provides it with a 

unique perspective and approach to the high-value IT services the firm provides across product 

engineering, enterprise solutions, independent testing services, and IT infrastructure support services, 

which the firm delivers through an extensive global delivery model bringing over 3,000 talented 

professionals to engagements. 

For clients, Aspire Systems stands out for a plethora of reasons—largely the high level of staff satisfaction 

that helps to keep attrition at industry lows, with some clients on multi-year engagements saying they 

haven’t seen any attrition at all. The emphasis on employee experience from Aspire Systems is further 

reflected in its recognition by the Great Place Work Institute as India’s 100 Best companies to work for over 

11 consecutive years. Clients also laud the firm’s capacity to bring deep domain experience and technology 

expertise to engagements while balancing costs through its offshore model—a critical differentiator for 

clients as they look to drive more business value out of technology investments.  

HFS’ take 

It’s never been more vital for executives to find the right technology partners to help them drive more 

value from investments. The need for the right partner is particularly important in “core IT” areas where 

enterprises need to mature infrastructure swiftly to build better foundations for digital technologies and 

rapidly shifting business models. It’s no surprise, then, to see Aspire Systems recognized by clients as a vital 

partner. Many testify to the firm’s ability to think differently about technology solutions and bring new 

ideas and innovations to engagements. In a complex and rapidly changing market, Aspire Systems has 

proven its ability to deliver real business value to its clients by leveraging a global delivery model that 

carefully balances costs with the quality needs of clients. 

The firm’s growth in a highly competitive market, which has come under increasing strain from wary 

executives, is a testament to its ability to partner with clients on long-term transformative engagements. 
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Clients highlight the firm’s background and extensive experience as an unique differentiator. It helps the 

firm cater to the specific needs of ISVs with both the unique lens of a firm that originated in the space and 

its sustained domain expertise in banking and financial services, retail, distribution, and consumer products. 

Vendor factsheet  

• Founded in 1996 

• Privately held 

• Founded by Gowri Shankar Subramanian, Shankar Krishnamoorthy, and Bhoovarahan Thirumalai 

• Over 1,000 solution releases 

• Over 150+ clients, including Apple, Pearson, Davinci and others 

• Recognized 11 consecutive times as “Best Place to Work for” by GPW Institute 

• Domain focus among Software & Hi-Tech, Retail, Banking and Financial Services, and Insurance 

• Aspire Systems leverages a global delivery model that includes 

o Delivery Hub: USA, Singapore, Poland, and Mexico 

o Headquarters: Singapore, USA, and India 

• Global presence: Mexico, the USA, the UK, the Netherlands, Poland, the Middle East, India, and 

Singapore 

Solution portfolio 

Aspire’s solution portfolio includes Software Engineering, Enterprise Application Services, Independent 
Testing Services, Oracle Application Services, Temenos Implementations, Cloud Migration Services, DevOps 
Implementations, Infrastructure & Application support, Data Analytics and Digital Commerce Services  

Industry Coverage 

Software & Hi-Tech, Retail, Banking & Financial Services, and Insurance 

Partnerships 

Key partnerships include Microsoft, Automation Anywhere, Microstrategy, Salesforce, EpiServer, 

Information Builders, WSO2, Sauce Labs, Amazon Web Services, Oracle, Dell Boomi, ServiceNow, Temenos, 

Hortonworks, JDA, and Xamarin. 
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FireStart: An Intelligent Automation platform built on simplicity 
and collaboration  

Author: Miriam Deasy  

Organizations with thousands of applications and fragmented processes that want to drive automation and 

digital transformation initiatives often set out to propel change from within business units. While this can 

promote organic uptake across an organization and is laudable when it works, too often, the IT 

department’s absence or late involvement creates challenges. Process automation at scale still eludes many 

that seek to increase business performance. 

FireStart was founded on the tenets of simplicity and collaboration. The idea was to bring an easy to use, 

model-driven approach to enable business and IT to begin the automation journey by first modelling 

processes and co-working on process engineering (or re-engineering)  -  therefore democratizing process 

design. Once this process modeling and redesign phase is completed, it’s time to build the next better 

version of the business case and tackle automation without heavy coding, using low-code platforms that 

support collaboration with different stakeholders. This way, customers can move to a process-first 

approach in the design and maintenance of core business processes, setting up workflows in alignment 

with IT strategy.  

HFS’ conversations with FireStart’s clients reveal that while initially, they needed professional support from 

FireStart, in-house staff were soon able to implement and use the low-code platform. Clients like working 

with a smaller vendor; one said, “They really care about customers.” Another was pleased to have the 

ability to influence new features on the product roadmap; customers praised flexibility, too. Clients were 

also happy with the ease of integration to Microsoft Outlook and called out the platform’s ease of use. One 

of the clients that we spoke with for this assessment said of project teams that require process 

improvement, “They want to start straight away when they see FireStart. Prioritization is hard, the funnel is 

long, there are many potential projects.” Clients mentioned the capacity to handle large workflows and 

release management as areas they had previously flagged for improvement and where FireStart had 

already made much progress. There are areas where FireStart can develop further; one client was eager to 

see more dashboarding and suggested the rich client could be replaced with the cloud and web-based 

access. Clients were quick to commend FireStart’s support, however, especially its responsiveness and 

promptness in resolving issues with the platform as they are encountered and raised.  

HFS’ take 

FireStart is recognized as an HFS Hot Vendor as its model-driven approach to intelligent process automation 

(with both modeling and workflow capabilities) neatly aligns with HFS’ view of integrated automation. HFS’ 

believes that to rid an organization of process debt, it’s important to take a holistic, methodical approach. 

FireStart combines BPM and BPA at the backbone of the process, with governance embedded. There are 

frequent hand-offs to RPA for end-to-end process automation with support for strong and weak data 

structures. Process debt, as discussed in enterprises, must beat down their process debt to help their 

humans achieve automation success, is the creation of awkward and often manual processes that are 
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designed to buttress aging technologies. Process debt must be beaten down for automation to do anything 

more than deliver minor, incremental success.  

FireStart views business unit and IT department collaboration as an imperative, and it contests that IT 

departments are essential to making BPM platforms come alive. FireStart’s approach tackles process debt, 

always keeping IT in the mix and working toward a target architecture supporting process, data, and 

communication goals together with the FireStart BPA platform and a process-oriented IT strategy. In its 

efforts to help its customers scale automation, the holistic approach that FireStart advocates is, by its own 

admission, hard to do, but necessary to get broad benefits. 

Vendor factsheet  

• FireStart was founded in 2008 in Austria by Robert Hutter and Roland Hemmelmayr, with the goal 
of building a platform that bridges the business-IT alignment gap between organizational process 
development on the business side and integration/automation on the IT side. 

• The first version of FireStart’s BPM Suite was launched in 2010 after two years of research and 
development (R&D). 

• FireStart expanded into the DACH region, grew the customer and partner bases organically, and 
launched further major product versions.  

• With 50+ employees, FireStart’s operations focus on the EMEA and North American regions. 
• 150+ clients across all industries, including Swarovski, KTM, Vienna Energy, Zurich Airport, Austrian 

Airlines, NGE, InSite, LENZE, BWT and, Vienna Healthcare Association. 
• FireStart was awarded Microsoft Partner of the Year in 2016, and it started its expansion to the UK, 

the USA, and Canada.  
• FireStart is mainly owned by Robert Hutter and the operational management team, with Series A 

funding led by Paua Ventures (a Berlin-based VC fund) in 2019. 

Solution portfolio 

BPM Suite: FireStart’s BPM Suite is a unified BPM system comprising process modeling, workflow 
automation, and process intelligence. 

Partnerships 

FireStart comes with a strong partner network spanning process expertise and implementation resources. 
Partner profiles include collaboration partners in the Microsoft ecosystem (SharePoint, Office 365, 
Dynamics), system integrators and SAP partners like Atos, and strategy consulting partners like PwC and 
BDO. On the technology side, FireStart works closely with Celonis for process mining and UiPath for robotic 
process automation (RPA) to build an end-to-end automation strategy for its customers.  
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HighRadius: Elevating F&A as a strategic business partner by 
creating an invisible and autonomous receivables process using 
the Triple-A Trifecta of automation, analytics, and AI 

Author: Saurabh Gupta  

Large ERPs lack robust functionality across several aspects of the order-to-cash (O2C) process, such as 

customer credit and risk management, dispute management, and billing pre-processing. Order 

management and credit management are almost always handled by different teams, which results in data 

silos. While SAP and Oracle provide a robust system of record, they do not reduce the daily mundane and 

administrative work across the O2C process. Extensive use of shared services and third-party outsourcing 

and offshoring has reduced the cost of O2C, but most Global 2000 organizations continue to struggle with 

data silos, higher dispute resolution cycle time, high DSO, and, ultimately, a sub-optimal working capital 

situation. This is where HighRadius’ cloud-based and AI-powered Integrated Receivables platform and 

Treasury Management platform fit in. 

HighRadius started in 2006 with basic screen-scraping and RPA agents to automate manual tasks of 

consolidating necessary documents for accounts receivable automation, such as downloading claims and 

proofs-of-delivery. It progressively invested in its product roadmap by going to the cloud in 2010 and 

introducing AI in 2014. Last year, it released an Autonomous Receivables offering that sets order-to-cash on 

autopilot using artificial intelligence (AI), machine learning (ML), and digital assistants, allowing receivables 

teams to focus on more strategic decision making. Today, the Autonomous Receivables module is live with 

four customers and counting. 

HFS’ conversations with HighRadius’ clients revealed that the primary motivation for implementing the 

software was optimizing working capital—cash preservation, flow, and forecasting. Clients like its cloud-

native, ERP-agnostic, fast implementations, and one-stop-shop solution for AR modules (cash app, credit 

risk management, deductions, collections, and EIPP) versus a patchwork of technologies. One of 

HighRadius’ clients mentioned, “HighRadius gave us the most complete end-to-end solution, and we were 

up and running in several countries within two months.” While there are areas where HighRadius can 

continue to improve (such as greater integration across its modules and providing a sandbox testing 

environment), clients applaud the product vision, innovation roadmap, and tangible business outcomes 

they have been able to achieve.  

HFS’ take 

We recognize HighRadius as an HFS Hot Vendor because of how well its solution roadmap aligns with our 

vision for the future of finance. HFS believes that transactional F&A must be “invisible” to elevate finance as 

a strategic business partner. “Invisible F&A” is the state of an F&A function where accounting transactions 

run like water and finance professionals focus on driving strategic objectives. Invisible finance will result in 

continuous accounting that requires no waiting to close books, provides effortless payables and receivables 

with near-zero cycles, and supplies real-time analytics capabilities that enable proactive decisions. 

HighRadius Autonomous Receivables promises to do just that for the O2C process, making it invisible and 

autonomous and allowing AR teams to focus on strategic decision making.  
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The role of the smart CFO is evolving from being the bottom line and compliance enforcer to a trusted 

business partner driving profitable growth. Finance is emerging as a critical business partner to power 

organizational business imperatives, including driving growth, entering new markets, launching new 

products, and improving customer experience. The old days of finding cheaper labor and some better 

packaged software have pretty much been exhausted. The new thinking is to change how finance is 

delivered, and cloud-enabled AI-powered solutions like HighRadius are showing the way.  

HFS also expects that the demand for products like HighRadius that help organizations better manage their 

working capital will surge after the pandemic shock, as cash will be king in a recessionary economy.  

Vendor factsheet 

● Founded in 2006, HighRadius is a Fintech enterprise software-as-a-service (SaaS) company that 

leverages artificial intelligence-based autonomous systems to help companies automate accounts 

receivable and treasury processes.  

● HighRadius has a client base of over 200 Global 2000 companies, manages annual transactions 

worth $1 trillion+ through its platform, and has completed 950+ finance transformation projects 

across six continents and 45 countries. 

● HighRadius has recently acquired the status of a unicorn with Series B funding of $125 million. 

● The company has over 1,000 employees with offices across Houston (TX), India, London, Frankfurt, 

and Amsterdam. 

Solution portfolio 

• The Integrated Receivables platform includes credit cloud, EIPP cloud, cash app cloud, deductions 

cloud, and collections cloud.  

• The Treasury management platform includes cash forecasting cloud, cash management cloud, and 

bank reconciliation cloud. 

• The HighRadius RadiusOne AR Suite includes a set of AI-powered solutions designed to support AR 

processing for midsized companies across industries with a complete order-to-cash solution.  

• The One Performance Platform brings in high-performance culture for accounts receivable teams 

powered by real-time visibility, goal-setting, and benchmarking for measuring business outcomes. 

Partnerships 

HighRadius has partnerships with many banks, including Citibank, Bank of America, and Mastercard, to 

automate accounts receivable processes for their clients. Most recently, HighRadius announced a strategic 

partnership with Genpact to provide improvements to enterprise accounts receivable and to bring digital 

automation solutions. It has technology partnerships with various organizations, including Chase, 

CyberSource Corporation, First Data, NACHA, PPRO, Confirmation, and o9 Solutions. HighRadius completes 

most of its implementations using its in-house professional services team, but it has begun expanding its 

partner ecosystem to include other service providers.  
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Ignite IPA: Driving value-based outcomes in intelligent process 
automation (IPA) with a model that promotes self-sufficiency and 
scalability 

Author: Miriam Deasy  

Decades of software implementation and systems integration makes for complex systems landscapes. 
Software consulting and staff augmentation services professionals seek to drive value across this 
complexity, but a focus on building technology is not the answer. Many struggle to proceed beyond the 
pilot phase, and the organizations getting results in real dollar terms understand it’s important to keep 
solving business problems. Knowing which technology to use where (and which ones not to use) is a big 
part of the solution. What businesses often overlook is assigning a dollar value to the business case before 
putting any code in. With an enabling approach, the starting point is business problems, and then the 
automation ecosystem is built around solving these problems. 

Ignite IPAs’ value-based outcomes approach seeks to alleviate cost pressures and enhance productivity 
with:  

1. A focus on experience-based successful industry implementations to assist clients in driving true 
value from their automation programs. 

2. A business model that promotes self-sufficiency in clients rather than one that promotes 
dependency on a long-term consultant. 

3. A focus on an entire automation ecosystem required to create true value rather than just a single 
technology like robotic process automation (RPA). 

One of Ignite IPA’s founding principles is that clients need to be self-sufficient to make their business cases 
work. It views the model that most consulting firms lead with as one that requires a client to be dependent 
on a consultant to keep their resources chargeable. 
 
HFS’ conversations with Ignite IPA clients confirmed that they preferred dealing with Ignite IPA to larger 
consulting services firms. Clients like Ignite IPA’s boutique model, which has a small, focused team that can 
get a prototype up and running in weeks. While rating technical proficiency, clients were grateful for simple 
explanations of how automation would help. The accessibility of founder Mark Shivers as the main point of 
contact and his human touch (meaning his ability to gain buy-in from the folks on the ground) were also 
called out. One of the clients that we spoke with, who retired a Selenium grid and introduced RPA, called it 
a “gamechanger.” While there are areas Ignite IPA can develop further (one client mentioned providing 
integration capabilities with other systems such as CRM, and another conceded that a larger firm with more 
resources might have been quicker), clients were quick to praise Mark’s ability to understand standard 
operating procedures and create efficiencies.  
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HFS’ take 

We recognize Ignite IPA as an HFS Hot Vendor because its approach to intelligent automation is resonant 
with our vision for integrated automation. HFS believes RPA is not the only tool in the toolbox, and to drive 
value, it’s important to take a holistic approach with value clearly in your sights. Integrated automation, as 
introduced in the HFS blog—RPA is dead, long live integrated automation platforms, is automation 
(including RPA) and AI and analytics, and we extend this to integration across people, process, and 
technology supported by focused objectives and change management. Integrated automation is how 
businesses can transform and achieve an end-to-end Digital OneOffice. Ignite IPA’s value-based approach 
promises to do just that for business operations by building a pipeline of appropriate automation 
opportunities, introducing best practices, and managing release cycles so that both humans and technology 
can work together cohesively.  
 
Ignite IPA provides a series of required services that, if not done correctly, plague poor implementations of 
IPA. HFS sees a visible appetite for these services to help organizations automate their business operations, 
especially since the pandemic broke. Organizations that are already making progress on their automation 
journeys are accelerating their programs. Those that have not yet begun look eagerly to the advantages of 
automation to ensure business operations cope with all the pandemic brings, from demand spikes to staff 
outages and other disruptions.  

Vendor factsheet 

• Founded in 2018, Ignite IPA is a boutique consulting firm formed by Mark Shivers to extend a value-
based implementation model at low cost, with high-value consultants. 

• Previously, Mark Shivers founded the RPA program at BNY Mellon (a 55,000-person financial 
services company) in 2015 and led it as the Global Head of Intelligent Process Automation. This 
program touted an implementation of 1,000 robotic licenses while executing >5.1 million robotic 
processes and >60 million individual queue items annually. 

• Ignite IPA is self-funded by Shivers, a serial entrepreneur who has also successfully owned and 
operated a NY-based elder law firm, a national digital advertising agency, and a property 
management company. 

• Ignite IPA has >20 clients, across multiple industries. 
• Headquartered in Long Island, NY, the firm has delivery centers across the US, the UK, and India, 

including Syracuse (NY), Utica (NY), Albuquerque (NM), Manchester (UK), Pune (India), and Chennai 
(India). 

Services portfolio  

Ignite IPA’s Intelligent Process Automation (IPA) implementation program focuses on robotic process 

automation (RPA), optical/intelligent character recognition (OCR/ICR), workflow and business process 

management (BPM), machine learning, and artificial intelligence (AI).  

Services include automation opportunity identification and assessment, operating model and delivery 

governance, solution engineering, design authority, implementation and delivery services, training, self-

sufficiency and scalability support, and staff augmentation.  
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Additionally, Ignite IPA offers a proprietary resource placement program called Fully Independent Resource 

Enablement (FIRE). The FIRE Program works to staff a client’s automation program with a short-term 

investment in consulting resources, trained and mentored by Ignite IPA. To ensure clients are self-sufficient 

in their resource needs long term, Ignite IPA delivers those resources to the client as full-time employees at 

the end of the engagement.  

Delivery is via in-house delivery centers, working both remotely and onsite for a client, establishing a 24x5 

follow-the-sun model balancing high-cost and low-cost resources. Ignite IPA hires experienced, multi-

disciplined resources to support large Fortune 100 clients. 

Consulting strategy services include digitization and structuring strategy, workflow strategy, rules engine 

strategy, automation strategy, machine learning, and cognitive strategy. 

Partnerships  

Ignite IPA has technology partnerships with Blue Prism, Kofax, Bizagi, Appian, Autocene, IBM, and 

PeopleFluent. 
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Life.io: Designing the future of customer engagement in 
insurance  

Author: Reetika Fleming 

Our insurance coverage has consistently pointed out that traditional insurance carriers have a customer 

experience (CX) problem. The industry faces a multitude of challenges, central among them being the fact 

that customers don’t feel connected to their carriers, have low brand loyalty, and, in effect, have created a 

highly competitive landscape. Meanwhile, insurtechs are continually entering the market with new 

products and services that intrinsically place CX at the heart of their strategies. Life.io, a New Jersey-based 

insurtech, is focusing all its efforts on helping life and annuity carriers on this challenging but much-needed 

journey toward better CX.  

Founded in 2012, Life.io is an insurtech that takes customer engagement seriously…it’s not about to offer 

just a slick interface for customers to buy life insurance products (although that is part of the appeal). The 

company’s entire mantra is about ongoing interactions with policyholders to create win-win scenarios for 

carriers and their customers. Life.io’s digital engagement platform creates opportunities to educate 

policyholders about their health, financial wellbeing, and mindset. With gamification and rewards, the 

platform is engaging and designed to motivate the right behaviors (such as a free yoga class for reaching 

your step goal).  

The Life.io integrated suite of solutions includes Life.ioEngage, the company’s flagship customer 

engagement platform; Life.ioMagnet, a robust and intuitive new business platform that includes needs 

analysis, quoting and e-application capabilities; and Life.ioLink, a streamlined self-service portal.  

What all this personalized content and connection can create for carriers is improved outcomes around 

sales conversion rates, customer experience, and, eventually, long-term retention. Customers don’t 

typically spend a lot of time thinking about their life insurance carrier, but the linkage that Life.io’s platform 

makes between a policyholder’s everyday habits and their longevity gives a carrier a role to play in the lives 

of its customers outside of the typical sale, premium, renewal, and claim conversations.  

Insurance clients in our research are quick to point to the flexibility of Life.io’s platform to fit within their 

particular product and market segments. The company can focus on L&A and provide enough 

configurability to build in the nuances of specific types of products or coverage for a particular audience. 

Further, the feedback from the users of the platform is positive. “People love it!” one client mentioned. 

“We’re able to get more interaction and push targeted content, especially as people are feeling 

overwhelmed during the pandemic. This gives us the opportunity to provide the support where it is 

needed.” 

HFS’ take 

Carriers that want to differentiate in the future need to go beyond price and product to compete on CX and 

keep up with changing customer preferences. They need to learn from insurtechs like Life.io that are using 
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fundamentally different strategies by prioritizing self-service, being mobile-first, and offering personalized 

interactions. HFS sees this start-up as a compelling way forward for established L&A carriers that want to 

do business differently using these modern concepts of customer engagement.  

The modular nature of Life.io’s platform is a good way for potential clients to choose the right approach for 

their customers and ensure that the technology integrates with their existing initiatives and technology 

landscape. The company got a major investment from core admin platform provider SE2 last year, and the 

two recently launched “SE2 Digital Engage” solution—a mash-up of CX focused capabilities from Life.io and 

core insurance applications from SE2’s Aurum platform. This is a true test of what could be possible for an 

insurance “OneOffice,” the potential for benefits when you have an integrated technology infrastructure 

and can address opportunities from the front to the back of the house. HFS will continue to cover how 

Life.io’s collaboration with SE2 shapes up along these lines and what broader business outcomes Life.io and 

SE2 could help materialize with its joint customers.  

Vendor factsheet 

● Life.io was founded in 2012, and it is headquartered in Princeton, NJ. 

● The Life.io suite of solutions includes Life.ioEngage, Life.ioMagnet, and Life.ioLink. 

● Founders include Jon Cooper (CEO) and Mike Logsdon (Chief Operations Officer). 

● The company initially focused on health and wellness, and it started specializing in life insurance 

and annuities in 2015. 

● SE2, a life and annuity platform and services provider, and investment firm Eldridge now own a 

majority investment in Life.io. 

Solution portfolio 

The Life.io Engage platform is a digital customer engagement solution that creates meaningful and relevant 

ongoing interactions with customers to nurture, educate, engage, and reward them at each stage of the 

customer relationship. In addition to the flagship platform, Life.io offers Magnet, an integrated digital new 

business module with quote, apply and policy issuance capabilities, and Link, a digital policy management 

module with customer self-service capabilities. 

Industry coverage 

Life.io serves insurance carriers around the world, with a segment focus on life and annuity insurance 

carriers. 

Partnerships 

Clients have access to Life.io’s vast digital ecosystem that includes over 200 reward offerings; dozens of 

wearables, connected devices, and health apps; and hundreds of labs, hospitals, and other sources of 

medical information.  

Life.io also has channel alliances with several leading policy administration providers and insurtechs. 
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NewStore: Creating seamless omnichannel experiences for 
retailers and customers 

Author: Melissa O’Brien  

Retailers have long been seeking the holy grail of omnichannel—that elusive balance of capabilities that 

allows customers to seamlessly order online or in-store with a transparent, real-time view of inventory and 

personalized experiences. Executing an omnichannel strategy theoretically enables associates to be more 

productive and engaged, improves customer satisfaction and loyalty, and drives growth. But for many 

retailers, designing and implementing such a strategy involves cobbling together technology components 

and processes, which results in disjointed and frustrating experiences for employees and customers. With 

the added complexity of an extremely disrupted retail environment during the pandemic, having the agility 

to pivot sales and inventory between in-store and online shopping while still meeting customer 

expectations is even more difficult. Our Q2 2020 Hot Vendor NewStore is coming to market with a solution 

that offers a platform for retailers to use in an omnichannel experience that connects experiences and data 

without tremendous technology hurdles. 

NewStore’s platform helps its clients bridge the gaps and make the right connections to support an 

omnichannel shopping experience across the core retail areas of mobile point-of-service (POS), inventory, 

fulfillment and order management. Within its mobile POS solution, NewStore enables store employees to 

manage all aspects of cash-and-carry store sales, endless aisle orders, clienteling, mobile check out, and in-

store operations on an iPhone. Among many benefits of this for customers is that they don’t need to wait in 

a queue to check out or return items, and the employee has full visibility into inventory via an endless aisle 

to order out of stock items from other stores or HQ. NewStore also provides insight into the customer’s 

preferences to create a personalized shopping experience. The platform’s fulfillment capabilities leverage 

smart order routing, applying rules-based configuration and item-level order routing to get products to 

customers faster. NewStore’s combined POS and order management system provides a single version of 

the truth for global retail inventory; it makes customer preferences and buying patterns visible and creates 

an opportunity for further engagement and revenues. For example, customers who have made purchases 

online and want to either pick up or return them in-store will enjoy that convenience, but they also often 

make additional purchases while in a store. On the inventory side, NewStore’s app enables transfers across 

locations and adjustments to meet supply and demand. It also has built-in capabilities to improve and 

digitize the employee’s experience with receiving and cycle counting. 

Key to the platform’s usability is that NewStore built it as cloud-based from the ground up and took an API-

first approach to enable easy integration into retailers’ other ecommerce platforms and systems. If the 

customer chooses to adopt all the features of the platform, it is also an all-in-one solution. References 

verified that competitors tend to have bits and pieces of a solution, requiring significant implementation, 

whereas NewStore’s solution is a one-stop-shop for inventory, order management, and point of sale (POS). 

They also commented that NewStore’s talent approach is to hire staff with a retail background, which helps 

them understand their clients’ business and create effective solutions.  
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HFS’ take 

Our HFS’ OneOffice Experience framework has always been about creating touchless and frictionless digital 

experiences and connecting the front and back offices to facilitate those experiences. Increasingly 

important to HFS’ OneOffice Experience concept is the idea that employee experience (EX) and customer 

experience (CX) need to be tightly aligned and equally considered in any business strategy. The NewStore 

platform is at the intersection of making those connections and positively impacting EX and CX. In an 

increasingly virtual world after the paradigm shock that COVID-19 forced upon businesses, customers and 

employees connect and bond in a digital environment. Even since the pandemic shut-down and disrupted 

virtually all brick-and-mortar retail stores in the world, HFS has spoken to NewStore customers who have 

praised the ability of the solution and support team to pivot to new retail experiences, including curbside 

pick-up, one-hour delivery, and planning for adaptations to the business for safety when stores reopen. 

Being able to swiftly adjust priorities, change, and realign to new experiences has never been more 

important. Based on what we’ve heard from NewStore and its customers, this solution thrives on agility. 

The promise of the NewStore solution is a better connection between employee and customer, and it 

allows for better data collection and visibility. The key is ensuring that these capabilities unlock value and 

generate customer loyalty and employee productivity to ultimately improve business performance. 

Vendor factsheet  

• NewStore was founded in 2015 by Stephan Schambach, who also founded Demandware (now a 

Salesforce Commerce Cloud solution) and Intershop. He remains CEO, Board Director, and 

Chairman of NewStore. 

• The company is headquartered in Boston, MA, with four other locations globally. 

• NewStore has 150+ employees. 

• NewStore has raised $130.4 million in funding and is backed by Salesforce Ventures, Activant 

Capital, and General Catalyst. 

• The firm has 15+ clients, including Decathlon, Outdoor Voices, and Burton Snowboards. 

Solution portfolio 

The NewStore platform is based on a mobile POS in-store, an omnichannel order management system, and 

a SaaS-based omnichannel cloud at the foundation. Its solution portfolio includes endless aisle, store 

fulfillment, mobile checkout, store inventory management, and clienteling. 

Partnerships 

Key partners include Salesforce Commerce Cloud, Adyen, Avalara, Nedap, Proximity Insight, and Highstreet. 
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Robiquity: An intelligent automation pure-play services firm 
focused on helping enterprises “ScaleSafe” 

Author: Elena Christopher  

Founded in Manchester, UK, in 2016, Robiquity started as a resource for quality robotic process automation 

(RPA) talent and training, with its founders hailing from the contract recruitment market. The company was 

initially aligned with Blue Prism, working closely with the RPA software company to help train its growing 

partner network. Sure, partners knew how to implement, but could they actually enable clients? Robiquity 

assembled a pool of talent who had cut their teeth at early enterprise RPA adopters, and, in turn, 

developed a strong curriculum of partner enablement content focused on post-implementation success. In 

the midst of enabling Blue Prism partners, it realized that it, too, could support clients, and it pivoted to 

become a service provider. Robiquity fixed its focus on directly serving enterprises rather than partners but 

retained a focus on collaborative enablement.  

The last few years have been about careful growth and expansion. Early in its tenure as a service provider, 

the firm developed its “ScaleSafe” capability that allows clients post-implementation access to experts. It 

then added ATOM (automation target operating model) to help guide the journey. This became the firm’s 

hallmark—teach clients to fish and drive value with RPA, but also support them on an ongoing basis with 

expert guidance and a clear objective. It is not outsourcing. It’s enablement. The firm added UiPath to its 

skillset in 2017 and proceeded to help various enterprises build their RPA programs. Functionality that 

complements RPA, such as cognitive capture or machine-learning-enabled decisioning, has been layered in 

via various tech partnerships.  

In due diligence discussions with Robiquity clients, clear themes included its partnership approach, 

enablement, and “Big 4 value with the agile delivery of a start-up.” Clients recognize Robiquity’s role in 

enabling their programs, and they appreciate the security of the ongoing support and gradual taper.  

The firm started 2020 with a bullet, acquiring AccelerateRPA, a UK-based UiPath specialist, and launching 

North American and Middle East operations. Automation stalwart Shaun Dawson joined as the CEO of 

North America in January. While the pandemic was not part of the plan, the firm quickly pivoted to help its 

clients flex and adjust while meeting a stream of new demand for nimble automation solutions in a world 

forced to prioritize digital interactions.  

HFS’ take 

HFS has designated Robiquity as a Hot Vendor because of its commitment to the effective scale of 

automation. Despite the massive hype around RPA, the reality is that it is best characterized as heavy 

adoption and low scale. HFS research shows that the pre-pandemic baseline for RPA scale was an anemic 

13% of enterprises. If the pandemic has done anything, it has put a fine point on the haves and have nots of 

automation capability and created the perfect burning platform for meaningful growth. Robiquity’s 

customer enablement approach supported by its recent expansion is helping the firm to better address 
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existing customers’ changing needs, new greenfield opportunities, and new opportunities with clients with 

existing but stalled programs.  

As the pandemic thunders on, Robiquity will be smart to ensure its work with customers, particularly new 

opportunities driven by pandemic needs, are contextualized in their clients’ broader business strategies. 

Enterprises are staring in the face of a tough balancing act, retaining and extending the digital gains they’re 

making during the pandemic with the economic uncertainty of a looming recession. Cost and efficiency will 

no doubt be back on the table as critical drivers. Robiquity’s enablement approach needs to pivot 

accordingly.  

Vendor factsheet  

• Founded in 2016 by Chris Wright, Jack Rimmer, Thomas Gardner. Chris serves as the global CEO, 

complemented by Shaun Dawson in North America.  

• The firm is headquartered in Manchester, UK, with operations in Palo Alto, CA and Dubai, UAE.  

• The company is privately owned by the founding team and select employees. 

• Robiquity has 50 clients, including Jaguar Land Rover, Loblaws, BDO, Finastra, Pets at Home, 

Swinton Insurance, and Co-op Group 

Solution portfolio 

Robiquity’s offerings include intelligent automation advisory and delivery capability, vendor selection, and 

training. These are supported by its ScaleSafe and ATOM methodologies.  

Industry coverage 

The firm supports a cross-section of industries including retail and CPG, automotive, banking and financial 

services, insurance, and technology.  

Partnerships 

Key technology partners include UiPath, Blue Prism, XpertRule, ABBYY, Automation Hero, and Trust Portal.  
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Skan: Developing a “Fitbit” for enterprise operations 

Author: Reetika Fleming  

Process mining (including process discovery) has fast emerged as one of the most promising emerging 

technology applications for business. The founding principle is simple—use data, analytics, and machine 

learning in different ways to observe how things get done in your organization, find potential roadblocks, 

and determine potential steps to overcome them and improve operational performance. However, there 

are multiple approaches to discovering exactly what data gets used, what types of analyses are most useful, 

and what to do with the outputs.  

Skan is one of the newest entrants into this market, using the opportunity to define its own point of view of 

how to best apply process mining. According to its founders, Skan is akin to getting an X-ray or CT-scan 

before surgery, and it acts like a Fitbit for the enterprise, continuously tracking its vitals. 

Skan was founded in September 2018; in less than two years, it has made its presence felt with its 

computer vision-based product. The start-up’s technology is built upon observation, where a virtual process 

agent sits on selected desktops and continuously and unobtrusively collects data. After a couple of weeks of 

observing a few team members’ activities, Skan can begin comparing and contrasting important process 

metrics, which it can then use to undertake continuous improvement, process re-engineering, training, 

audit and compliance, or automation initiatives. The key principle that Skan believes in here is that 

observing people work on their screens allows you to understand how process activities are actually 

executed, and is an important data source in itself.  

We talked to a few of Skan’s initial customers, and we found them to be highly optimistic about the 

company’s use of computer vision to capture business processes. Said one, “Their technology is the 

strongest point, as the use of video and computer vision for traditional business process is a very new and 

emerging area.”  

HFS’ take 

Skan’s process mining approach lets you get started quickly; since there is no need for lengthy API 

integrations or connectors to sync up with transactional systems. Its approach toward providing 

compressed video clips is an effective way to provide recordings, versus other discovery tools that offer 

only screenshots.  

Skan will need to continue its R&D efforts to add more prescriptive analytics and machine learning 

capabilities toward more complex analyses of the captured process activities, as client needs mature. It will 

also need to address the need for broader process views and analysis, stitching together multiple related 

activities into an entire business process and function. This is reportedly part of Skan’s roadmap for 2020, 

and it will be an important update to elevate its impact across different enterprise stakeholders and users.  
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There are many options available for enterprises in choosing process mining and discovery vendors, and 

while Skan is one of the newest entrants, its leadership team is steeped in core operational transformation 

and automation experience, giving its clients confidence in its ability to apply emerging technologies in 

service of improving business operations.  

Vendor factsheet  

• Skan was founded by Avinash Misra and Manish Garg in 2018. 

• The company is headquartered in San Jose, California. 

• Skan has undergone a seed round of funding, and its investors include Zetta Ventures, Bloomberg 
Beta, and Firebolt Ventures. 

• The current employee headcount is ~20. 
 

Solution portfolio 

Skan produces a digital process twin which companies can leverage to model, design, analyze and simulate 
processes. Furthermore, visual evidence-based approach affords firms the right way to automate, 
transform, optimize,  and outsource.” 

The company also indicated that some customers are using Skan’s technology as AI-supervisory to gain 
operational visibility into a deskless and distributed work force. 

Industry coverage 

Skan’s technology is industry agnostic, but its current clientele features several banking, financial services, 

and insurance companies.  
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Saurabh Gupta| Chief Research Officer, HFS Research 

Saurabh Gupta is Chief Research Officer at HFS. He oversees HFS’ global research function managing the 
global team of analysts across US, Europe, and Asia-Pac. He works closely with the CEO to set the 
strategic research focus and agenda for HFS Research, understanding and predicting the needs of the 
industry and ensuring that HFS maintains its position as the strongest impact thought leader for business 
operations and services research. 

 

Elena Christopher | Senior Research VP, HFS Research 

Elena Christopher is Research Vice President, Industry Research and Robotic Process Automation (RPA) 
at HFS. Elena is responsible for driving the industry-specific research agenda for HFS, digging into the 
major trends impacting each in-scope industry and the implications for business process and IT services. 

 

 

Oliver O’Donoghue | Senior Research Vice President 
Ollie O’Donoghue is a SVP of Research digging into the IT Services space. With over ten years experience 
in the IT services industry—as both a practitioner and a research analyst—Ollie understands the impact 
IT services have in the modern business environment. 

 

 

 

Reetika Fleming | Research VP, HFS Research 
Reetika Fleming is Research Director, Insurance & Smart Analytics at HFS Research. Her research extends 
into defining future business operations for property and casualty, life and annuities and reinsurance 
companies. She studies the broad use of data and analytics within enterprises, with a new research focus 
on machine learning and AI techniques to improve business decision making.  

 

Melissa O’Brien | Research VP, HFS Research 

Melissa O’Brien is Research Vice President, Customer Engagement, Retail and Travel Strategies at HFS 
Research. Melissa leads HFS’ research initiatives for digital front office services, including customer 
engagement operations, digital marketing, cognitive agents and CX design and consulting.  

 

 

 

Miriam Deasy | Research Director, HFS Research 
Miriam's focus is on Integrated Automation across the Triple-A Trifecta (automation, AI, and analytics) 
from a people, process, and technology lens and her key areas of expertise include IT services contracts 
and market evaluation. Miriam also has considerable experience in systems implementation, systems 
integration, business analysis, technical analysis, consultancy, and strategic marketing.  
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About HFS Research: Defining future 
business operations 

The HFS mission is to provide visionary insight into major 

innovations impacting business operations, including: 

automation, artificial intelligence, blockchain, Internet of 

things, digital business models, and smart analytics. 

HFS defines and visualizes the future of business operations 

across key industries with our Digital OneOffice™ Framework. 

HFS influences the strategies of enterprise customers to help 

them develop OneOffice backbones to be competitive and to 

partner with capable services providers, technology suppliers, 

and third-party advisors.  

Read more about HFS and our initiatives on 

www.HFSresearch.com or follow @HFSResearch.  
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