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Background of the research

The Trust and Safety (T&S) industry has undergone
significant changes, driven by the increasing volumes and
diversity of content formats, the dynamic regulatory
landscape online, and the need for nuanced regional
content moderation services. Further, the demand for data
annotation and Al support services has increased as
enterprises continue to explore the use of generative Al for
content creation and moderation.

Service providers are focusing on becoming strategic
partners for enterprises and helping them solve their
current challenges. The current T&S landscape has
providers across multiple categories — IT/BPO, Contact
Center Outsourcing (CCO) providers, and niche/specialist
providers — who are gearing to serve the diverse needs of
the market. Providers are adapting to meet evolving
enterprise requirements through augmented offerings,
technology investments, and partnerships. Additionally,
they are expanding their delivery landscapes by identifying
and investing in talent-rich regions to enable localized
operations.
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In this research, we present an assessment and detailed
profiles of 27 T&S providers. Each provider profile provides
a comprehensive picture of its scale of operations, recent
developments and investments, T&S-specific technology
solutions (including generative Al solutions), other
technology capabilities, wellbeing initiatives, and delivery
locations. The assessment is based on Everest Group’s
annual RFI process for the calendar year 2023,
interactions with leading T&S providers, client reference
checks, and an ongoing analysis of the T&S services
market.

This report includes the profiles of the following 27
leading T&S service providers: Accenture, Alorica,
Appen, Concentrix, Cognizant, Cogito Tech, Conectys,
Foiwe, Foundever, Genpact, GlobalLogic, ICUC Social,
IntouchCX, LXT, ModSquad, Pure Moderation, Sutherland,
TaskUs, TDCX, Tech Mahindra, TTEC, Teleperformance,
TELUS International, transcosmos, Vaco, Wipro, and
WebPurify

Scope of this report

Geography: Global
Provider: 27 T&S providers

Services: T&S services
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Overview and abbreviated summary of key messages

Everest Group’s Trust & Safety Services Some of the findings in this report, among others, are:

Provider Compendium 2024 provides accurate, Trust and Safety Services PEAK Matrix® Assessment 2024

comprehensive, and fact-based snapshots of 27 e Everest Group classified 27 T&S service providers on Everest Group PEAK Matrix® into three categories of Leaders,
trust and safety services providers. The Major Contenders, and Aspirants

compendium will enable buyers of trust and e Featured players include Accenture, Alorica, Appen, Concentrix, Cognizant, Cogito Tech, Conectys, Foiwe, Foundever,

Genpact, GlobalLogic, ICUC Social, IntouchCX, LXT, ModSquad, Pure Moderation, Sutherland, TaskUs, TDCX, Tech

safety services to understand the offering and
Mahindra, TTEC, Teleperformance, TELUS International, transcosmos, Vaco, Wipro, and WebPurify

assess the capabilities of different providers.
T&S service provider characteristics
e |eading providers are becoming strategic enablers for enterprises by supporting them beyond scale and proactively
serving clients' evolving needs

® Providers are prioritizing the well-being of their workforce. Some are investing in developing in-house tools and
partnering with technology providers, while others are offering workforce management tools

® Providers are building delivery presence across onshore, nearshore, and offshore locations to provide cost arbitrage to
their clients and meet their requirements for localization

e Some providers have also emerged as strong regional providers and are increasing the scope of their services services

Key insights on trust and safety services providers
e The report provides an overview of each provider and any recent developments/investments made by them

¢ |t provides insights on provider client portfolios, their key delivery locations, and their proprietary tools/solutions

/I;erest Group®
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The Trust and Safety Services Provider Compendium 2024 has 27 provider profiles
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Provider 1 profile (page 1 of 5)

Overview
Trust and Safoty Sarvicos - Providar Compandium 2024 | 2
Company overview .
Provider 1 is a provider of dightal CX solutions, assisling brai Provider 1 (page 2 of 5)
It aims to achieve client aspirations by leveraging tachnol 1 z
piratons by leveraging lectmolon Key investments and partnership ecos:
Headquarter(s):
1 afoty o Providor Compandium 2024 | 3
Key leaders
+ Leader 1, Chiel Execulive Offcer + Loof Recent T&S services-related developments/investments| A %
* Londr 2 Chiet FanceOftce - Amss_ Doveopmentatnvestments Provider 1 profile (page 3 of 5)
* Leader 3, EVP Corporate Development * Loas T&Sspecific  Solution 1: it increases and stabilizes the occu Client portfolio
technology  resources such as HC, training knowledge, sul
capabiiitos  jaaming hours rrpendum 2024 | 4
Dla‘l:r\bmc:ﬂm of FTEs across wu::el - ESG initiatives  Provider 1 uw::dlm wam Trust and safety revenue mix Trust ar,
 Content curation, annolation and data anal its operations. Additionally, it practices by raph indu 2
R Inlivesand Ipacksouring pregrans o adarin kA o inc) Provider 1 profile (page 4 of 5)
Indwviduals with disabilties, and employees fro R . £
T . in the workplace 100% = 60-65 100% =4 Technology solutions/tools other than
Istri on 8 across languages Other + Projoct 1: It s an acoel . with over 1,64 Trust and Safety Services — Provider Compondium 2024 | §
@ English ® French developments/ o clients for all generative Al use cases acl LATAM (1%)
» Foruguen @ wave s ghsine comn i g o ony o rmacded 2= Provider 1 profile (page 5 of 5)
List of the top five niche languages in which support is provid * Project 2: loverages Power Bl to manage fi| Technology 1 2023 Itisan g
91viows 1 Gients aaroes various oounvies Technology 2 2023 hpowd Generative Al solutions/tools
Technology 3 2023 itisas|
Gaming a4
legal betty Technology 4 NA Ralds Solution name Description No. of BPS clients
APAC
T MANN tp Diadier 2 ary parkiuiar yoar, Lo, e iy Solution 1 Itis a generative Al custom-built solution that empowers businesses and teammates to operate more efficiently and swiftly, thereby NA
st ot e st nd o minimizing manual work and the risk of errors.
Solution 2 Itis busi processes into clear actions. Integrated with Open Al NA
Cllont neme GPT, it provides efficient, personalized, and tailored solutions.
AUS-based large softw
s it bl Solution 3 Itis a generative Al tool that enables businesses to turn complex processes NIA
Alarge social media company Integrated with Open Al GPT, it provides efficient, personalized, and talored solutions
A One of the world's largest retall e-commerce companies
Fherest Groug®
/ Rownst Groug*
/e gt
st Group?
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Everest Group is a leading research firm helping business leaders make confident decisions. We guide clients through today’s market challenges and strengthen their strategies by applying contextualized problem-solving
to their unique situations. This drives maximized operational and financial performance and transformative experiences. Our deep expertise and tenacious research focused on technology, business processes, and engineering
through the lenses of talent, sustainability, and sourcing delivers precise and action-oriented guidance. Find further details and in-depth content at www.everestgrp.com.

Notice and disclaimers

Important information. Please review this notice carefully and in its entirety. Through your access, you agree to Everest Group’s terms of use.

Everest Group’s Terms of Use, available at www.everestgrp.com/terms-of-use/, is hereby incorporated by reference as if
fully reproduced herein. Parts of these terms are pasted below for convenience; please refer to the link above for the full
version of the Terms of Use.

Everest Group is not registered as an investment adviser or research analyst with the U.S. Securities and Exchange
Commission, the Financial Industry Regulatory Authority (FINRA), or any state or foreign securities regulatory authority.
For the avoidance of doubt, Everest Group is not providing any advice concerning securities as defined by the law or
any regulatory entity or an analysis of equity securities as defined by the law or any regulatory entity.

All Everest Group Products and/or Services are for informational purposes only and are provided “as is” without any
warranty of any kind. You understand and expressly agree that you assume the entire risk as to your use and any
reliance upon any Product or Service. Everest Group is not a legal, tax, financial, or investment advisor, and nothing
provided by Everest Group is legal, tax, financial, or investment advice. Nothing Everest Group provides is an offer to
sell or a solicitation of an offer to purchase any securities or instruments from any entity. Nothing from Everest Group
may be used or relied upon in evaluating the merits of any investment. Do not base any investment decisions, in whole
or part, on anything provided by Everest Group.

Products and/or Services represent research opinions or viewpoints, not representations or statements of fact.
Accessing, using, or receiving a grant of access to an Everest Group Product and/or Service does not constitute any
recommendation by Everest Group that recipient (1) take any action or refrain from taking any action or (2) enter into a
particular transaction. Nothing from Everest Group will be relied upon or interpreted as a promise or representation as to
past, present, or future performance of a business or a market. The information contained in any Everest Group Product
and/or Service is as of the date prepared, and Everest Group has no duty or obligation to update or revise the
information or documentation. Everest Group may have obtained information that appears in its Products and/or
Services from the parties mentioned therein, public sources, or third-party sources, including information related to
financials, estimates, and/or forecasts. Everest Group has not audited such information and assumes no responsibility
for independently verifying such information as Everest Group has relied on such information being complete and
accurate in all respects. Note, companies mentioned in Products and/or Services may be customers of Everest Group or
have interacted with Everest Group in some other way, including, without limitation, participating in Everest Group

research activities.
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