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Background and scope of the research

Enterprises are facing numerous Trust & Safety (T&S) challenges that are driven by the rising volume and variety of content on digital platforms as well as the dynamic regulatory
environment. In fact, there is no digital product or service that is immune to toxic content or conduct. For enterprises, the safety of the users in platforms has become the cornerstone of
delivering a superior customer experience. More importantly, it is also the responsibility of any organization to prevent its platforms from being misused to propagate any harm in society.
Serious efforts from various stakeholders to address these issues have resulted in the development of robust technology interventions and structured processes dedicated to T&S. Service
providers are also making significant contributions to support the endeavor by managing the human talent requirement for content moderation — another crucial component of the T&S
ecosystem. With the challenges in the space constantly evolving and disruptors such as the metaverse on the cards, it needs to be seen how enterprises and service providers can match
the nuanced, dynamic, and constantly increasing demand in the space.

This research provides comprehensive coverage of the T&S market and analyzes it across various dimensions, such as market overview, service provider landscape, and the evolving
market situation.

In this research, we focus on:
e |Introduction to T&S

e Key trends

e A note on the metaverse

e Enterprise focus areas

e T&S BPS market overview

e Service provider landscape

Scope of this report Py
Geography 7 Industry 14 \ Services
Global All '\ /' Trust and safety services

A
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Overview and abbreviated summary of key messages (page 1 of 2)

This report examines the global T&S state of the market and provides a deep dive into critical T&S aspects like the trends driving the content moderation space and their implication on
enterprises, the areas of focus for the enterprises, the T&S BPS market overview, and the service provider landscape

Some of the findings in this report, among others, are:

A note on the metaverse

Key trends in the T&S space
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While the share of niche languages on the internet is rising, content moderation in such languages remains inadequate due to low accuracy of
ML models, a multitude of languages and dialects, and a shortage of skilled workers

Enterprises need to provide content moderation in niche languages by translating policies into local languages, sourcing talent via hyper-local
models, and strengthening capabilities in Al and NLP for niche languages

Cost of T&S outsourcing has been on the rise due to the demand-supply gap for talent, demand for higher quality service from enterprises, rising
cost of talent, and geopolitical triggers

Legislations on content moderation and liability for service providers vary across countries, compelling enterprises to maintain a balance of local
and global policies

While live-streaming continues to gain popularity, inadequate moderation has hampered customer experience on digital platforms

The requirement for immediacy, presence of multiple broadcasters for the same live event, lack of technological sophistication, and the need for
real-time contextualization are the biggest challenges for moderating live content on platforms

T&S challenges faced by enterprises in the metaverse would include abuse of avatars, concerns regarding data privacy and user security,
safety of virtual assets, well-being of content moderators, and regulatory ambiguity

The risk mitigation strategies that enterprises can adopt include establishing T&S policy infrastructure adaptable to the metaverse, enhanced
safety interventions, rigorous authentication process, metaverse-centric well-being policies for moderators, and adopting a multi-stakeholder
approach



Overview and abbreviated summary of key messages (page 2 of 2)

Some of the findings in this report, among others, are:

Areas of focus for
enterprises

T&S BPS market overview

Service provider landscape
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There has been a shift toward delivery from non-traditional areas such as Africa and LATAM due to factors including ESG considerations and
rising local demand

Adoption of gig workers varies across different work types — mature adoption is seen in content curation & delivery, while adoption is in the initial
pilot phase in case of content moderation

The T&S BPS market has seen impressive growth over the last few years, and this growth rate is likely to be sustained in the near future too, as
providers are gearing up to expand their T&S capabilities and offerings

North America remains the largest adopter of T&S services; social media, entertainment, and gaming collectively constituted the segment with
the highest T&S outsourcing spend; review & compliance account for almost half of the total spend in T&S

A mix of global as well as hyper-localized delivery model has emerged in the recent years to offer cost-effective and scalable solutions to clients

The top two providers account for more than 35% of the market share in terms of ACV

Accenture is one of the Leaders in three major geographies. TELUS International, Majorel, Teleperformance, Genpact, and TaskUs are among
the Leaders in two major regions



This study provides a deep dive into key aspects of the T&S market; below are four charts
to illustrate the depth of the report
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A note on the metaverse

Top four service providers with respect to trust and safety engagements (in alphabetical order)
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T&S challenges on the metaverse
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Research calendar
Trust and Safety

Il Published Planned [l Current release
Content Moderation PEAK Matrix® Assessment 2021 March 2021
Content Moderation Service Provider Compendium 2021 June 2021
Content Moderators: Guardians of the Online Galaxy August 2021
Play Hard, Play Safe December 2021
Trust and Safety — Content Moderation Services PEAK Matrix® Assessment 2022 April 2022
Trust and Safety — Content Moderation Service Provider Compendium 2022 May 2022
Taming the hydra: Trust and Safety (T&S) in the metaverse July 2022
Wisdom of the Crowd: The Gig Delivery Model in Trust and Safety (T&S) August 2022
Braving New Frontiers: Trust and Safety State of the Market Report 2022 August 2022

Note: Click to see a list of all of our published Trust and Safety reports
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