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The pace of digital transformation is rapidly 
expanding and the global appetite for all 
things digital is increasing. 

As a result, leveraging user-generated 
content is rapidly becoming a powerful 
and flexible tool to raise brand recognition  
and enhance customer trust, especially  
in the booming e-commerce industry.
  
Consumer content is instrumental in 
influencing both purchase decision  
making and in the uptake, visibility and 
popularity of online retailers. 

However, despite these benefits, utilizing 
externally produced content is not without 
risk, especially for companies that are 
unaware of the detrimental impact this can 
have on the user perspective of the brand, if 
not properly managed.  

This paper looks at some of the pain points in 
the space, the typical industry reaction, and 
why Webhelp can offer a more comprehensive 
and game-changing solution. 

Ensuring that users are safe from scams, 
hidden costs and many more factors that 
keep car buyers away from purchasing online.

Consumer content 
is instrumental in 
influencing both 
purchase decision 
making and in the 
uptake, visibility 
and popularity of 
online retailers.

Introduction: 

Chloé de Mont-Serrat
co-CEO  
Digital Content Services
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Digital Content Services have never been more important!   



“Millions dollars are lost 
to nonexistent cars and 
other vehicles sold online”.

Better Business 
Bureau

Problems in  

the space
Exploring the common content 
moderation and management 
pain points on secondhand car 
platforms.
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Did you know?  
Webhelp cares about its moderators, as much as all our other collaborators. This is why 
we have undertaken over 86 initiatives to pamper our team members’ mental health.  
Want to learn more about it? Feel free to reach out to us!

Cloning

Vehicle matching
and moreHidden costs

‘‘An average car could 
see its price rise by up 
to £4,000 through car 
locking alone, which is a 
major financial incentive 
for scammers’’.

Express

Clocking Cut-and-shut

Hire car scamQuick sale

“Third-party sites are 
the most used sites for 
car shopping, used by 
78% of shoppers”.

78%

 V12

of used car sales are 
offline (GVR), this can 
be attributed to fears of 
getting scammed.

78.3%

Grand View Research

1 in 6 from Gumtree 
was a scam or potential 
scam.

1 in 10 from eBay was a 
scam or potential scam. 

17%

citizensavdvice.co.uk 

‘’2,094 vehicle scams 
were reported to Action 
Fraud in July with 
£2.14m lost’’.

2094

ThisisMonay.co.uk



Moderation of 
spams 

(based on the number 
of queries)

  
Check the content 

reported by users during 
chats and  

meet-up - whether it 
is for inappropriate 

behavior or car issue. 

Someone’s finally 
interested in your 
car! Let’s chat and 

arrange  
a meeting...

Getting some extra 
info about the car, 

price verification and 
availability. If so, then 
last physical checks.

Secondhand  
car seller
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Providing a safe and painless journey for users by balancing strong security and a seamless experience

Technology is disrupting Trust & Safety processes.

Technology accelerates activation, enhances 
customer experience and decreases fraud… but a 
trust & safety process cannot be fully automated.

Best-in-class processes require expert operational 
teams focused on value-added analysis and 
customer interaction. We bring expertise and 
team up with you to design the best experience for 
your users, and have a continuous improvement 
approach to enhance your existing workflows 
and processes.

Our end-to-end solutions rely on both
technology and human intervention

Protect your 

community

With Webhelp’s high trust & safety 
standards

Secondhand  
car buyer

Webhelp’s 
solutions

Review Content 
Moderation: 
Ensure reviews 

are posted by real 
customers -  

checking for relevancy 
and it is not vulgar or 

defamatory.

Professional dealers 
will read the reviews 

to improve their 
selling processes.

What did you think  
about the dealer?  
The car? It’s time  
to share it to the 

community!

Now is the time for 
you to say bye to 
your car and get  

your money.

Payment  
safety:

Safe payment tool on 
website, card details 

conformity...

You’ve just got  
a new car! Congrats!

Users report 
management:  

Content reported by 
users check. 

Content 
Management: 

Ensure car  
information  

is consistently filled  
and correctly 
categorized.

Data Annontion:
Training relevance of 
your search engine.

Now is the moment 
for you to wait for 

someone to  
reach out.

Consistency check:
Car info, completeness, 

price checked : threshold 
compared to market 

valuation alert.

Photos check:  
Guideline compliance, 

car conformity, car 
valuation consistency.

Creating ads for each 
car you are selling, 
with consistent /

complete info, 
 prices and pictures.

Legal documents 
check:

Car and user legal 
documents check  
to avoid resale of  

stolen cars, professional 
insurance for  

official dealers...

Setting a dealer 
profile, providing 
the required legal 
documents and 

certifications,  
depending on 

whether you are a 
professional or not.

Want to sell their car, 
looking for the right 

platform.

Digital activation:
Ad campaigns, SEA ...

Content 
Management:

Generating banners to 
promote media’s  

content.

Looking for the car  
of their dream, 

through different 
platforms.

ProspectionAds set- upOn- 
boardingAwareness Contact ReviewPayment
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Car buyers browsing through car ads do not necessarily sign up, 
but when they do, they undertake a long-term prospection and will 

need to set alerts as well as research criteria.
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We deliver 

BEST-IN-CLASS SOLUTIONS

We are 

PEOPLE FOCUSED

We are 

TECHNOLOGY ENABLER

Being 

TECHNOLOGY USERS

PITFALLS

SOLUTIONS

Being  

PEOPLE DEPENDANT

Being  

SOLUTION FOLLOWERS

Webhelp is a robust and reliable partner. We support our 
content management & moderation clients with:

• A global footprint to localize our operation, adapt to 
local specificities and offer a best shore strategy 

• An efficient queue and guidelines management to 
improve productivity and avoid any leakage

• A tried and tested physical and cyber security to 
comply with our clients’ high requirements

• A strong implementation framework together with our 
WOW operating model

• To deliver consistent high-quality services and KPIs 
over achievements

Webhelp is a Think Human company. We support our 
content management & moderation agents with: 

• A unique WebHEALTH program to focus on our teams 
entire wellbeing, inside the office and out

• A specific end-to-end employee journey from induction 
program to continuous training

• An ambitious talent management strategy to get the 
best from each of our  employees

• A real-time people analytics program to identify and 
resolve any issues with our most important asset: our 
people

Webhelp enables technology. We mix in-house and 
external technologies for content management: 

• A technological-centric team to understand and 
enhance your work environment

• Use of internal AI-fueled tool to automate most 
repetitive and low value tasks

• An in-house web-browser to boost our client’s content 
management & moderation tool

• A network of tech partners to remain being best-in-
class content management & moderation player

Our strong and meaningful engagements  

for Content Management & Moderation services

Our ambition:
 
being first in the 
benchmarks. 

Our agents' mission: 
protect your brand. 
 
Our mission:  
protect our agents.

We embrace 
technology, our 
people make the 
difference.

Resource allocation

Business optimization

Productivity

Accuracy

Low attrition

High employee NPS

High employee loyalty

Low unplanned leave

User experience

Quality

Productivity

Process optimization



Because of its leading 
position, this online classified 
ads site receives hundreds of 
thousands of new ads.

Our teams verify that all 
the information required by 
law has been properly and 
adequately filled, ensuring 
legal compliance and fraud 
prevention.

Professional car dealers’ 
checks are undertaken so  
users can trust the ads they 
are looking at.

Because our client aims 
at 100% quality rate, we 
constantly recategorize cars, 
enrich guidelines, and improve 
their technical solution, daily.

Our team:
Based in Romania, in two of our specialized 
Digital Services locations.

40 highly productive moderators ensuring a 
96% quality rate.

Our solutions:
Webhelp created a team of content 
moderators dedicated to this platform, with 
a very high experience in detecting fraud 
and effectively categorizing content.

Our services:  
• Ad moderation according to different 

categories on the website
• Category modification
• Fraud prevention, with note additions
• Guidelines enrichment
• Legal compliance
• Technical improvement to optimize 

productivity

Our task 

Content Management & 
Moderation on a classified ads 
platforms selling cars, to ensure a 
smooth and safe user experience.
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Case 

study
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