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Introduction

The scope and applications of trust and safety services are no longer parochial to the social media industry and are increasingly finding use cases across multiple industries such as gaming, and
retail and distribution. As more and more enterprises discover the vital need to ensure trust and safety of the users on their platforms, service providers across multiple categories – IT/BPO, Contact
Centre Outsourcing (CCO) providers, and niche/specialist providers – are gearing up to serve the diverse needs of the market. With an increasing user base as a result of the proliferation of the
internet across the globe as well as enhanced regulatory and media scrutiny, the importance of accurate trust and safety services would continue to grow.
Service providers are also focusing on offering differentiated services to their buyers. Recently, the trust and safety market has seen service providers increasingly embracing the gig/flexi-workforce
model, which not only ensures scalability but also caters to the vital need for the localized knowledge of socio-political and cultural nuances – qualities that are important for moderation related
decision making. Given its challenges, gig workforce is currently limited to only certain work types, but it would be interesting to see its evolution and adoption in the coming years. Similarly, service
providers are also emerging as strategic partners to their buyers by offering services related to the critical element of policy management.
This research aims to assess the capabilities, offerings, and resulting impact created by the service providers in the trust and safety market, and position them on Everest Group’s trust and safety –
content moderation PEAK Matrix®.
In this research, we focus on:


Trust and safety – content moderation services PEAK Matrix® 2022 including service provider capability



Service provider landscape



Remarks on key strengths and limitations for each service provider

Scope of this report

Geography
Global
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Service providers
This research covers the following 18 trust and safety
– content moderation service providers: Accenture,
Alorica, Appen, Besedo, Concentrix, Conectys,
Genpact, GlobalLogic, Majorel, HGS, Sutherland
Global, TaskUs, Tech Mahindra, Teleperformance,
TELUS International, TTEC, Webhelp, and Wipro

Services
Trust and safety – content
moderation services
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Key characteristics of Leaders, Major Contenders, and Aspirants

Leaders:
Accenture, Concentrix, Genpact, Majorel, and Teleperformance








Leaders continue to invest in strengthening their all-round trust and safety capabilities, and most leaders are endeavoring towards creating differentiated capabilities by exploring newer
avenues of value creation for their trust and safety clientele
They leverage deep industry and domain expertise, superior technology capabilities, and robust frameworks for moderator well-being monitoring and management. Most leaders have
invested in research in the field of moderator well-being, and some of them have end-to-end consulting and transformation capabilities
Leaders leverage their superior analytics capabilities and have set up a dedicated practice to monitor the evolution of trust and safety policies and continue providing recommendations
to the client teams on closing policy gaps to meet content needs
They also leverage their scale of operation and delivery presence across onshore, nearshore, and offshore locations to cater to varied strategic requirements of clients. They have strong
capabilities to moderate content in a variety of languages

Major Contenders:
Alorica, Appen, Conectys, GlobalLogic, Sutherland Global, TaskUs, Tech Mahindra, TELUS International, Webhelp, and Wipro




Most major contenders continue to focus on the well-being of their workforce and offer technology capabilities to their clients. While some of them have invested in developing content
moderation AI technology offerings for their clients, the others offer workforce management tools
Most major contenders have invested in developing systems and processes to leverage the gig workforce. This is aimed toward offering scalability and increased localization of services
to their trust and safety clientele

Aspirants:
Besedo, HGS, and TTEC


Aspirants have focused on expanding upon their existing trust and safety scope of services. While they continue to invest in technology capabilities, their current set of capabilities and
limited scale may not be the best suited to handle end-to-end requirements for large organizations. The aspirants also have limited experience in handling complex and egregious forms
of content
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Everest Group PEAK Matrix®
Trust and Safety – Content Moderation Services PEAK Matrix® Assessment 2022 |
Webhelp positioned as Major Contender and Star Performer
Everest Group Trust and Safety – Content Moderation Services PEAK Matrix® Assessment 20221,2
High

Market impact
(Measures impact created in the market)

TELUS International
TaskUs
Sutherland Global
Appen

Webhelp
Wipro

Concentrix
Teleperformance
Genpact

Aspirants
Star Performers

Majorel

Alorica

Besedo
TTEC

Conectys
GlobalLogic

Tech Mahindra

HGS
Aspirants
Low

2
Source:

Major Contenders

Accenture

Major Contenders

Low

1

Leaders

Leaders

Vision & capability
(Measures ability to deliver services successfully)

High

Assessments for Appen and HGS excludes service provider inputs and are based on Everest Group’s proprietary Transaction Intelligence (TI) database, provider public disclosures, and Everest Group’s interactions with trust and safety – content
moderation buyers.
There have been changes in the assessment methodology and weightages of parameters in the current i.e., 2021 assessment, compared to the 2020 assessment.
Everest Group (2022)
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Webhelp | trust and safety – content moderation services profile (page 1 of 5)
Overview
Recent marketing services-related developments/investments

Company profile:
Founded in 2000, Webhelp is a global provider of customer experience management and business
solutions, providing services to over 1,300 clients across 20 sectors, ranging from global brands to
leading regional organizations and start-ups. With over 100,000 people across more than 55
countries, the company designs, delivers, and optimizes human experiences across B2C and B2B
customer journeys to drive value for clients.

Areas

Developments/investments

Technology
capabilities






Headquarters: Paris, France

Website: www.webhelp.com


Key leaders





Olivier Duha, Co-founder and CEO



Matthieu Bouin, Group Managing Director, Sales & Solutions



Benjamin Faes, Group Managing Director and Deputy CEO (UK)



Chloé de Mont-Serrat, Co-CEO, Digital Content Services, Trust and Safety (EMEA)



Paul Danter, Co-CEO, Digital Content Services, Trust and Safety (US)

Well-being
initiative






Trust and safety – content moderation services

20191

20201

20211

Revenue (US$ million)

60-70

90-100

100-120

Number of FTEs

1,000-1,500

2,500-3,000

3,000-4,000

Number of clients

260-280

270-300

290-320



Performance
management
Others



2020: redesigned trust and safety platform with additional modules to enhance
automation & AI
2019: acquired Pitech+, bringing additional development capabilities to grow
bespoke software solutions, along with significant automation credentials
2017: acquired Greenpoint, a company that developed a leading SaaS platform in KYC
and trust and safety management
2021: integrated Wellbot into the well-being platform and rolled out at group level
2020: developed a whistleblowing platform to anonymously report suspected
management issues for immediate escalation to senior leadership
2019: designed a dedicated well-being analytics program, using data analysis to identify
and support those potentially in need
2018: launched WebHEALTH, a program to offer follow-up and care for colleagues’
mental and physical well-being in and out of the workplace
2021: enabled Webhelp Anywhere platform that provides first-rate performance from any
location
2018: developed WOW operating model for content moderation



2021: partnered with the TSPA to accredit all moderators by H1 2022
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2020: launched Polyglot, an in-house machine translation solution for digital content





1 12 months ending December 31 of any particular year, i.e., from January 1, XXXX to December 31, XXXX
Note: The number of FTEs does not include the number of gig workforce engaged by the provider

2021: developed Contentus.AI to offer content management & moderation automation for
non-sensitive content

2021: implemented unified production standards for sensitive content moderation centers
and labeled production sites with SGS, an external certification agency, by Q1 2022
2020: Continuous investment in R&D for further development of AI catering to content
moderation
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Webhelp | trust and safety – content moderation services profile (page 2 of 5)
Client portfolio
Key trust and safety – content moderation engagements
Client name

Work type

Region

Client since

A leading European online retailer

Content curation, copyright and intellectual property infringement, and advertisement safety

Europe

2021

The world’s most popular video sharing platform

Content relevance and tagging

US

2019

Asia’s largest food and grocery delivery platform

UGC moderation, translation, objectionable content, and content curation

APAC

2019

A leading global online marketplace specialist

UGC moderation (objectionable / illegal content) and platform integrity

Europe

2018

The leading short-form video social media platform

UGC moderation, content relevance and tagging, content annotation, translation, transcription, user safety and
authentication, advertisement safety, ad placement, and brand safety

Global

2018

A global e-commerce player

Platform integrity

Middle East

2018

A major international retail banking firm

B2B merchant onboarding

Europe

2017

Trust and safety revenue mix by geography
Revenue in US$ million

Trust and safety revenue mix by industry
Revenue in US$ million

Trust and safety number of clients by buyer size
Number of active clients

Trust and safety FTE mix by process
Number of FTEs

100% = 100-120

100% = 100-120

100% = 290-320

100% = 3,000-4,000

LATAM (2%)

North America
UK

5%
10%

Continental
36% Europe

APAC 18%
29%
Middle East & Africa

Gaming (3%)
Other media &
entertainment (4%)
Electronics, hi-tech & tech

4%
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Content services

5%
45% Social media

Retail and distribution 16%

BFSI

Commercialization/advertisement support (3%)

Others

23%

Not Available

Content
curation and 25%
delivery

6%
42%

Review and
compliance

24%
Platform safety
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Webhelp | trust and safety – content moderation services profile (page 3 of 5)
Key delivery locations

Caen
Montceau-Les-Mines
San Bruno

Issy
UK

Vitré
Compiègne

Braga
Lisbon
Rabat

Rotterdam
Daugavpils (Latvia)
Nuremberg
Galati
Iasi
Bucharest
Ploiesti

Van
Istanbul
Izmir
Amman
Mekness Athens
Cairo

Tokyo
Gurgaon
Hyderabad

Medellín

Kuala Lumpur

Bogota

Sao Pedro
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Antananarivo
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Webhelp | trust and safety – content moderation services profile (page 4 of 5)
Technology solutions/tools
Technology name

Year launched

Description

clients

Contentus.AI

2021

In-house development of content management and non-sensitive content moderation tool that integrates capabilities of third-party tools (Azure,
AWS, and others).

<10

Polyglot

2020

It is a proprietary machine translation solution that leverages AI and machine learning to build client-specific models to translate text from one
language to another.

>20

Trust and safety platform / full redesign

2020

As part of the Webhelp cloud platform, the company has a specific trust and safety redesign (KYC / user onboarding and content moderation)
with AI – machine learning modules, as well as enabling secure integration with client tools and platforms.

>50

Trust and safety platform / people analytics

2019

An integrated solution for employee health and well-being, including surveys and mental well-being analytics to protect moderators by using
data-driven interventions to support those potentially in need.

KYC platform

2017

Proprietary SaaS platform in KYC and trust and safety management that combines automated & human document verification.

Navigatus

2016

In-house web browser to augment clients’ content moderation platforms with additional features.

>120

Trust and safety platform / RPA

2016

Proprietary RPA services for automation in trust and safety campaigns (content relevance, tagging, etc.)

>50

Proteus

2000'

In-house artificial intelligence fueling manual content moderation tools (Moderatus) and later the web browser dedicated to content moderation
(Navigatus)

>150

Moderatus

2000'

In-house proprietary manual content moderation tool

>200
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Internal for all
employees
–
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Webhelp | trust and safety – content moderation services profile (page 5 of 5)
Everest Group assessment – Major Contender and Star Performer
Measure of capability:

Market impact
Market adoption

Portfolio mix

Value delivered









High

Vision & capability
Overall

Vision and strategy

Strengths


Low

Scope of services
offered

Innovation and
investments

Delivery footprint

Overall

Limitations

Webhelp has experience in offering trust and safety services to both large and small-sized
buyers from across the spectrum of industries
Webhelp offers a suite of in-house developed trust and safety tools such Polyglot for
machine translation, Contentus.AI for increasing moderator efficiency, Navigatus for work
enrichment, and Moderatus for detection and removal of fake news and hate speech
While some service providers have started offering transaction-based pricing in addition to
traditional FTE-based pricing, Webhelp offers progressive, outcome-based pricing model in
the form of gain sharing-based pricing
In addition to full-time employees and contractors, Webhelp is also engaging gig workforce to
undertake services in multiple work types except content services (translation, localization,
transcription, and quality review)









While Webhelp has experience in serving clients from Continental Europe, APAC, and MEA,
it has limited experience of serving North America-based clients
While it has increased its servicing of multi-country (countries within the same region) deals,
its abilities to serve global deals covering multiple regions have not been unequivocally
proven
Buyers looking for AI-based tools for moderating egregious video content may find
Webhelp’s tools not suited to their needs. Referenced buyers have also expressed their
desire for Webhelp to develop expertise on certain sensitive topics for moderation
Webhelp does not provide long-term, post-exit well-being support to its trust and safety
workforce

Referenced buyers have acknowledged Webhelp’s ability to maintain a stable workforce and
its flexibility in staffing solutions
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Everest Group PEAK Matrix® is a proprietary framework for assessment of
market impact and vision & capability
Everest Group PEAK Matrix
High
Market impact
(Measures impact created in the market)

Leaders
Major Contenders

Aspirants

Low
Low

Proprietary & Confidential. © 2022, Everest Global, Inc. | EGR-2022-67-E-5106

Vision & capability
(Measures ability to deliver services successfully)

High
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Services PEAK Matrix® evaluation dimensions

Measures impact created in the market –
captured through three subdimensions
Leaders

Number of clients, revenue base,
YOY growth, and deal value/volume
Portfolio mix
Diversity of client/revenue base across
geographies and type of engagements

Market impact

Market adoption
Major Contenders

Aspirants

Value delivered
Value delivered to the client based
on customer feedback and
transformational impact

Vision & capability
Measures ability to deliver services successfully.
This is captured through four subdimensions

Vision and strategy

Scope of services offered

Innovation and investments

Delivery footprint

Vision for the client and itself; future
roadmap and strategy

Depth and breadth of services portfolio
across service subsegments/processes

Innovation and investment in the enabling
areas, e.g., technology IP, industry/domain
knowledge, innovative commercial
constructs, alliances, M&A, etc.

Delivery footprint and global sourcing mix
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Everest Group confers the Star Performers title on providers that demonstrate
the most improvement over time on the PEAK Matrix®
Methodology
Everest Group selects Star Performers based on the relative YOY improvement on the PEAK Matrix

Market impact

Year 1
In order to assess advances on market impact,
we evaluate each provider’s performance across
a number of parameters including:
 Yearly ACV/YOY revenue growth
 # of new contract signings and extensions
 Value of new contract signings
 Improvement in portfolio mix
 Improvement in value delivered

Year 0

Vision & capability
In order to assess advances on vision and capability,
we evaluate each provider’s performance across
a number of parameters including:
 Innovation
 Increase in scope of services offered
 Expansion of delivery footprint
 Technology/domain specific investments

We identify the providers whose improvement ranks in the
top quartile and award the Star Performer rating to those
providers with:
 The maximum number of top-quartile performance
improvements across all of the above parameters
AND
 At least one area of top-quartile improvement performance
in both market success and capability advancement

The Star Performers title relates to YOY performance for a given vendor and does not reflect the overall market leadership position, which is identified as Leader, Major Contender, or Aspirant.
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FAQs

Does the PEAK Matrix® assessment incorporate any subjective criteria?
Everest Group’s PEAK Matrix assessment adopts an unbiased and fact-based approach (leveraging provider / technology vendor RFIs and Everest Group’s proprietary databases containing providers’ deals
and operational capability information). In addition, these results are validated / fine-tuned based on our market experience, buyer interaction, and provider/vendor briefings
Is being a “Major Contender” or “Aspirant” on the PEAK Matrix, an unfavorable outcome?
No. The PEAK Matrix highlights and positions only the best-in-class providers / technology vendors in a particular space. There are a number of providers from the broader universe that are assessed and do
not make it to the PEAK Matrix at all. Therefore, being represented on the PEAK Matrix is itself a favorable recognition
What other aspects of PEAK Matrix assessment are relevant to buyers and providers besides the “PEAK Matrix position”?
A PEAK Matrix position is only one aspect of Everest Group’s overall assessment. In addition to assigning a “Leader”, “Major Contender,” or “Aspirant” title, Everest Group highlights the distinctive capabilities
and unique attributes of all the PEAK Matrix providers assessed in its report. The detailed metric-level assessment and associated commentary is helpful for buyers in selecting particular providers/vendors
for their specific requirements. It also helps providers/vendors showcase their strengths in specific areas
What are the incentives for buyers and providers to participate/provide input to PEAK Matrix research?
 Participation incentives for buyers include a summary of key findings from the PEAK Matrix assessment
 Participation incentives for providers/vendors include adequate representation and recognition of their capabilities/success in the market place, and a copy of their own “profile” that is published by
Everest Group as part of the “compendium of PEAK Matrix providers” profiles
What is the process for a provider / technology vendor to leverage their PEAK Matrix positioning and/or “Star Performer” status ?
 Providers/vendors can use their PEAK Matrix positioning or “Star Performer” rating in multiple ways including:
– Issue a press release declaring their positioning. See citation policies
– Customized PEAK Matrix profile for circulation (with clients, prospects, etc.)
– Quotes from Everest Group analysts could be disseminated to the media
– Leverage PEAK Matrix branding across communications (e-mail signatures, marketing brochures, credential packs, client presentations, etc.)
 The provider must obtain the requisite licensing and distribution rights for the above activities through an agreement with the designated POC at Everest Group.
Does the PEAK Matrix evaluation criteria change over a period of time?
PEAK Matrix assessments are designed to serve present and future needs of the enterprises. Given the dynamic nature of the global services market and rampant disruption, the assessment criteria
are realigned as and when needed to reflect the current market reality as well as serve the future expectations of enterprises
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Everest Group is a research firm focused on strategic IT, business services, engineering services, and sourcing. Our research
also covers the technologies that power those processes and functions and the related talent trends and strategies. Our clients
include leading global companies, service and technology providers, and investors. Clients use our services to guide their
journeys to maximize operational and financial performance, transform experiences, and realize high-impact business
outcomes. Details and in-depth content are available at www.everestgrp.com.

Stay connected
Website
everestgrp.com
Social Media
@EverestGroup
@Everest Group
@Everest Group
@Everest Group
Blog
everestgrp.com/blog

Dallas (Headquarters)
info@everestgrp.com
+1-214-451-3000

London
unitedkingdom@everestgrp.com
+44-207-129-1318

Bangalore
india@everestgrp.com
+91-80-61463500

Toronto
canada@everestgrp.com
+1-647-557-3475

Delhi
india@everestgrp.com
+91-124-496-1000

This document is for informational purposes only, and it is being provided “as is” and “as available” without any warranty of any kind, including any warranties of completeness, adequacy, or fitness
for a particular purpose. Everest Group is not a legal or investment adviser; the contents of this document should not be construed as legal, tax, or investment advice. This document should not be
used as a substitute for consultation with professional advisors, and Everest Group disclaims liability for any actions or decisions not to act that are taken as a result of any material in this publication.
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