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User Generated Content Moderation



Overview

UGC Moderation tool handles all kinds of user-generated content sent for review 

such as images, video, audio, text and BBC user account’s display names. 

Comments moderation teams were after a new and versatile moderation tool that is 

simplified to use. So, we added the comments moderation feature to the existing 

tool that meets their requirements and allows them to moderate comments 

efficiently within minutes.



I was the lead designer working on this project with a team of a product owner 

and four engineers.
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The Problem

The third-party comments moderation tool used by the moderators was outdated, 

inefficient and very limited to any improvements. Customising the third-party 

tool to satisfy the user's needs was unfeasible. Moving away from the third-

party application and incorporating the comments moderation feature in our 

existing moderation tool required a lot of thinking and innovative solutions.
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Goals

User: Effortlessly moderate comments within minutes.



Business: Improve the quality of comments moderation and reduce the cost by 

replacing the third-party application with the existing moderation tool built 

in-house.



Product: Bring the product in-line with other internal tools and deliver a 

simplified yet versatile comments moderation feature in the tool.
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Empathise Conceptualise Design →  → 
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Empathise

 Understand their frustrations and pain point

 Understand their need

 Understand their wants
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Research & Analysis

 Conducted 8+ user and stakeholder interviews over a week

 Conducted competitor research to understand the current product offerings

 Audited BBC News, Sports & CBBC to understand comments and related features.
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Key Takeaways from user interviews

 A lot of time is spent making a decision on an individual comment due to a 

lack of context

 Not easy to find a conversation on a specific topic leading to poor 

moderation

 Not enough features to identify user behaviour patterns

 To have more control over the topics and discussions.

Case study - UGC Moderation, BBC



Conceptualise

With all the data gathered, I had to understand and synthesise it

 Understand the key pain points, needs and expectations

 Understand the priorities of features. Differentiate must & nice to have

 Presented the synthesis to product owner to get their buy-in first.
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Takeaway from the user journey map

Prioritised the key pain points, and discovered the gaps and the areas of 

inefficiencies. I worked closely with the product owner and back-end developers 

to form a strategy and prioritised the features we needed to focus on. We 

presented the roadmap to the stakeholders.
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Design challenges

 Comments moderation is technically complex. The most difficult part about 

designing this feature was addressing various scenarios and edge cases that 

can occur while moderating a comment.

 Bring changes to the existing tool by not affecting the existing user 

experience

 Product integrations

 Bring the product in-line with other internal systems by introducing IntGEL

 Spacings & Accessibility requirements

 Tight deadline and developers needed something to get started.
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Designing

 Introduced IntGEL - An internal design system which I initiated and led

 Since this is an existing tool and there are no structural changes required 

to build this new feature, I was able to design a high-fidelity mockup of the 

homepage to get the stakeholders' buy-in

 When the designs were approved, I designed all the use cases and edge cases 

very quickly.
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IntGEL
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IntGEL
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Before After

IntGEL
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Testing

 Created prototypes for a few scenarios

 Conducted usability testing with both moderation teams

 Gathered feedback and iterated the designs.
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Outcomes

 Successfully incorporated IntGEL

 Conducted usability to validate the designs

 Stakeholders were extremely satisfied with the quality of the work produced

 Following rigorous UX methodologies added great value to this project.
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We launched the MVP 6 months later. At that time the product was still limited 

in what it can offer, but it delivered a much better experience when compared to 

the third-party application, to begin with.
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Thank you
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