
Who We Worked With

One of the world’s largest social media companies, with hundreds of 

millions of users around the globe.

WhAt the CoMPANY Needed

 ¥ Best-in-class content moderation to give users a safe and trusted space 

free from hate speech

 ¥ To protect content moderators dealing with challenging content on a 

daily basis

 ¥ Greater consistency in content moderation

hoW We heLPed

Genpact analyzed the platform’s user-generated content to identify trends. 

We evaluated how content moderators rated hate speech, and used artificial 

intelligence (AI) to filter out unacceptable posts

WhAt the CoMPANY Got

 ¥ Achieved 99% consistent ratings from content moderators

 ¥ A 6% increase in correctly identified hate speech

 ¥ Less exposure to damaging content for content moderation teams

CASe StUdY

Securing a hate-speech-free 
environment for a tech giant
How automation keeps platform users and 
workers safe by removing toxic content
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Toxic content impacting users 
and workers
Hate crimes are on the rise around the world. According 
to the Anti-Defamation League, for example, in 2018, 
more than half of all Americans endured hate speech or 
harassment. There was also a 37% increase in hate crimes 
against American Jews and Jewish Institutions. And 
according to The Guardian, hate crimes doubled in England 
and Wales between 2013-18.

Social media posts are behind a great deal of this menacing 
activity. To stop its spread, more countries are introducing 
stringent social media laws and regulations. Complying is 
not only obligatory, it’s the right thing to do.

A media giant knew user-generated content was a potential 
breeding ground for hate speech because its existing AI 
system couldn’t dependably filter out unwanted posts. As a 
result, content moderators had to deal with massive amounts 
of toxic information every day. They also struggled to 
consistently and clearly evaluate the material they assessed. 
The situation was urgent, so the company acted.

A new trust-and-safety framework 
with more advanced AI
We partnered with the company to produce a detailed review 
of its trust-and-safety framework. We quickly learned that 
its existing AI wasn’t equipped to fully analyze subjective or 
ambiguous material, and so it missed a great deal of hate speech.

With this insight, we designed and built a new framework. 
We created an ecosystem to help teams calibrate their ratings 
more accurately. And we introduced a digital dashboard that 
tags content based on trends that the new system actively 
monitors. This simplified process helped the AI learn about 
potentially objectionable material in real time before the 
content reached the moderators.

ChALLeNGe

SoLUtioN

In addition, we improved the moderation process to identify 
false positives, which removed content in error. To that end, 
we instituted regular and detailed inspections to check that 
the process only deletes harmful.

Hate speech is hard on the content moderators who must 
deal with it every day. The new framework enhances 
moderators’ well-being and resilience by reducing the 
stress and harmful effects from excessive exposure to 
challenging content.

Now, Genpact manages 90% of the hate speech that appears 
on the company’s platform in North America.

Consistent ratings, safer users, 
and healthier workers
Our work to revamp the company’s trust-and-safety framework, 
simplify processes, and improve its use of technology brought 
benefits to both the platform’s users and workforce:

 ¥ More consistent, accurate ratings – We helped content 
moderators achieve 99% consistency levels

 ¥ Effective AI – A more robust framework that allows AI 
to better manage and filter content. With less human 
intervention, content moderators work in a safer 
environment with reduced exposure to toxic content, and 
platform visitors have an improved user experience

 ¥ Accurate content tagging – Identifying foul content 
became easier with a more effective AI and continuous 
machine learning. We delivered a 6 % increase in correctly 
identified hate speech

 ¥ Employee well-being – A positively charged work 
environment through protective and corrective 
approaches to employee safety

Inappropriate content on the internet is a scourge. With 
Genpact’s help, this social media giant has an effective 
framework to eliminate it while increasing trust and safety. 
It’s creating a more positive user experience for both 
visitors and employees.
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About Genpact

Genpact (NYSE: G) is a global professional services firm that makes business transformation real, 
driving digital-led innovation and digitally-enabled intelligent operations for our clients.

For additional information visit https://www.genpact.com/risk-compliance/trust-and-safety

Get to know us at Genpact.com and on LinkedIn, Twitter, YouTube, and Facebook.

https://www.theguardian.com/society/2019/oct/15/hate-crimes-double-england-wales
https://www.genpact.com
http://www.linkedin.com/company/210064?trk=tyah
https://twitter.com/genpact
https://www.youtube.com/user/GenpactLtd
http://www.facebook.com/pages/Genpact/105635026136729

