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OUERUIEUY

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 1Is
simplified to use. S0, we added the comments moderation feature to the existing
tool that meets thelr 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.



.member profile from email] raised an alert (submitted at 7 Minutes Ago
move discussion

lookup ip address

Post distress message none selected v

B 5/6 > No Topic Title
[member profile) comment 140405912 [post history]

Stilton drive dge between UK-) Brexit deal . "
on ves wedge ween apan Brexit dea Moderation Action

Why exactly are we still going through with Brexit? Reject Alert & Pass Post v
Half the 17 million traitors who voted for it are no longer around, and the other half are economically

nactive. Either hiding at home scared of COVID, or sitting at home unemployed somewhere up north
waiting for the great “leveliing up” project to begin

or Select failure reason v

No member info] raised an alert (submitted at 2 Minutes Ago moderation status of conversation | use default bt

omething else§It is statistically widly inaccurate and quite offensive to 'people up North' and those
) move discussion

lookup ip address

THE PROBLEN

The third-party comments moderation tool used by the moderators was outdated,
inefrficient 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 1nnovative solutions.

9'.w=n Il teddy weddy | member prohle] raised an alert (submitted at 8 Minutes Ago)

It's off-topic§Offe ff top move discussion
lookup ip add
Post distre age lected v
E 4/6 > No Topic Title
[member profile] comment 140413464 [post history]

More Sussex homes without water as heatwave continues " -
Moderation Action

I am sorry for those households who have no water, in such a hot weather, I bet everyone is smelly like Uphold Alert & Fail Post v
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GOALS

User: Effortlessly moderate comments within mIinutes.

Business: Improve the quality of comments moderation and reduce the cost by
replacing the third-party application with the existing moderation tool burIlt
IN-house.

Product: Bring the product in-line with other internal tools and deliver a
simplified yet versatile comments moderation feature 1n the tool.



EMPATHISE » CONCEPTURLISE -» DESIGN
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EMPATHISE

 Understand their frustrations and paIin points
 Understand thelir needs
 Understand thelir wants
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RESEARCH & ANALYSIS

« Conducted 8+ user and stakeholder interviews ouver a week.
« Conducted competitor research to understand the current product offerings.
« Audited BBC News, Sports & CBBC to understand comments and related features.



REY TAKEAWAYS FROM USER INTERUIEWS

« A lot of time 1s spent making a decision onh 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.



CONCEPTURLISE ®

With all the data gathered, I had to understand and synthesise 1it.

 Understand the key pain points, needs and expectations.

Jnderstand the priorities of features. Differentiate must ¢ Nice to have.

’resented the synthesis to product owner to get thelir buy-in fIirst.



dale
14:56 1 Oct

how much did BP put the price of fuel up during this period. profiteering i suspect!

(382 )15 i

Strawcat
15:07 1 Oct
to dale "how much did BP put the price ..."

Did the government try and stop them?

No, they need the fuel duty to pay for HS2, the new yacht and other vanity projects.

(559 )68 i

trainboff
15:14 1 Oct

to Strawcat "Did the government try and st... "

Ok sir kier

{510 )4 ¢

dingyman
15:18 1 Oct

to Strawcat "Did the government try and st... "

Cobblers, motorists will not have bought much more in a month that they usually would, so no vast
boost to fuel duty takings.

A a F1 A

Jim
My approach to buying games is the same as my approach to buying

consoles. Wait until they've been around for a while. Firstly they're cheaper,
and secondly you know what to avoid.

Dylan

Not to mention that when you do eventually buy them, a lot of bugs and
problems are usually fixed

Angel

Spot on, Witcher 3 was released by CDprojekt red and was a glitchy mess at
first. eventually they patched it into the masterpiece it is today, but |
wouldn't have seen it as a masterpiece if | had bought it immediately. Thank
god | waited

Chris

Yeah same, especially as with consoles, you know they will just release an
upgraded version at some point.

Jamie

Exactly what | did with the PS4, waited nearly 2 years, got the version with all
the creases ironed out, with the larger storage and for the same price.

Smarter

Yep, | wasn't too bothered about PS4 as had other consoles, got the PS4 Pro
when it came out!

Nixon

Jim sounds like someone who is justifying his sadness at not getting a next
gen console on release date... &2

Comment thread branch
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TAKEARWAY FROM THE USER JOURNEY MAP

Prioritised the key palin points, and discovered the gaps and the areas of
inefriciencies. 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.



DESIGN CHALLENGES

- Comments moderation 1s technically complex. The most difficult part about

designing t
can occur uw

NIS feature was addressing various scenarios and edge cases that

NI1le moderating a comment.

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

ExXperience.

« Product Integrations.

« Bring the product in-1line with other internal systems by introducing IntGEL.

« Spacings & Accessibility requirements.

« Tight deadl

Ine and developers needed something to get started.



DESIGNING

 Introduced IntGEL - AN internal designh system which I 1nitiated 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-1in.

 When the designhs were approved, I designed all the use cases and edge cases
Uery quickluy.



IntGEL

UGC Moderation - Colour Palette

VERY DARK DARK PRIMARY LIGHT VERY LIGHT

#011B7F #022BCC #0336FF #849CF8 #CBDG6FF
RGB: 1, 27, 127 RGB: 2, 43, 204 RGB: 3, 54, 255 RGB: 132, 156, 248 RGB: 203, 214, 255

Global - Colour Palette

GREY 600 A GREY 500 B GREY 400 C GREY 300 C GREY 200 B

#363636 #505050 #6B6B6B #COCOCO #D6D6D6
RGB: 54, 54, 54 RGB: 80, 80, 80 RGB: 107, 107, 107 RGB: 192, 192, 192 RGB: 214, 214, 214

SECONDARY

HEEO85F
RGB: 238, 8, 95

GREY 100 A

HEEEEEE
RGB: 238, 238, 238

NIGHT GREY

#OEOEOE
RGB: 14, 14, 14

SCREEN OVERLAY WHITE

#OEOEOE (50%) HFFFFFF
RGBA: 14, 14,14, 0.5 RGB: 255, 255, 255

A
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IntGEL

Today

Yesterday
BEE UGC Tools Moderation Audience A Terms Matcher @ Upload Manager 2 17 (o) Past 48 hours

Queue Referred 17 Held 4 Archive All time

Custom date v A

. v/ | Date range

Start date End date

12/04/2020  fa ]

114 items in Display names v in 3 sources v on I Q

from 12/04/2020 - 24/04/2020 ~

K < April 2020 >

All sources Mon Tue Wed Thu Fri Sat Sun

Content ID: 53567780 X Content ID: 52387653 X Cbeebies

Status: Approved X Reset Sports

26 27 28 29 30 3N 1

2 3 4 5 6 7 8

One
Content ID Status 9 10 11 12 13 14 15
One plus
53567780, 52387653 v Approved v 16 17 18 19 20 | 21 \
23 24 25 26 27 28 29

30 1 2 3 4 5 6

Clear Cancel




IntGEL

BIEE UGC Tools BYEEEAuM Curation  Terms Matcher

Queue Referred 99+ Held 99+ Archive Audience
Held Submission details

114 pending items in all typesv Reset s Content title @ for Primary context

Campain summary or Article standfirst in the case of a
3 story comment. Unam incolunt Belgae, aliam Aquitani,
\ tertiam. Etiam habebis sem dicantur magna euismod.

Display name LP 14/18 2 days ago

Reported ## H Term ## ‘

ol Reported [roreiia A

Campaign title

Display name/email/Guest 2 days ago

Display name Long primer 14/18 2 days ago y
Campain name summary Gallia est omnis divisa in partes tres,

(00-00 age-range) 0 - g . : Lo |

Display name LP 14/18 2 days ago

Reported ##

Campaign title (D

Display name/email/Guest 2 days ago

Campain name summary Gallia est omnis dsivisa in partes tres,
quarum. Cum ceteris in veneratione tui montes, fictum, deserunt mollit

Display name LP 14/18 2 days ago anim laborum astutumque!

75 [reporear

Campaign title

gx Display name Long primer 14/18 2 days ago

H l New user ‘ Reported ##

Test comment snippet
2nd line

Campaign title

A Display name
[ Moderation status ‘

Joined Last contribution

21/09/2018 03/10/2018

Age range
<13

Email

hidden field

Moderation state

Current status

Update status

Contributor notes

Add contributer note

By moderator name

Quam temere in vitiis, legem
sancimus haerentia. Nihilne te
nocturnum praesidium Palati, nihil
urbis vigiliae.

24 mins ago

By moderator name

B|B|C| UGC Tools Moderation Audience

Queue Referred 17 Held 4 Archive

114 items in Comments v in 2 sources v from
22/04/2020 ~

Content ID: 53567780 X + More Reset

Jim PREMOD 8 mins ago

“My approach to buying games is the same as my approach to
buying consoles. Wait until they've been around for along ...”

Cyberpunk 2077: Sony pulls game from PlayStation and Xbox offer...

-Re ported ®

Dave 5 mins ago

“Lorem ipsum dolor sit amet, consectetur adipiscing elit, sed
do eiusmod tempor incididunt ut labore et dolore magna al...”

Cyberpunk 2077: Sony pulls game from PlayStation and Xbox offer...

| Reported | | Terms (2) @

Master of disaster PREMOD 3 mins ago
“Lorem ipsum dolor sit amet, consectetur adipiscing.”

Cyberpunk 2077: Sony pulls game from PlayStation and Xbox offer...
Y Y

rattleback NEWUSER 1 min ago

“You people are uneducated bumpkins or willfully ignorant
with vested interests”

Cyberpunk 2077: Sony pulls game from PlayStation and Xbox offer...

rattleback NEWUSER

BEFORE

@ Terms Matcher [ Upload Manager 322 17

Submission details

Cyberpunk 2077: Sony pulls game fro...& V ’ Dave

NORMAL USER

Showing Newest first v Joined Age range
22/04/2020 <18
Dave

10:24 18 Dec2020 (339 6 .
G : Personal details

enim ad minim veniam. Contribution history

[ Reported l [ Terms (2) ‘ All types v

Past 6 months v
1 2 N

Nixon
10:24 18Dec2020 (339 6

Last contribution 24/01/2021

Contributions 1

0 Approved

Jim sounds like someone who is justifying his sadness at not 9 Rejected

getting a next gen console on release date... &2

A\ Reported
View 4 more comments

. Contributor status
Jim
10:24 18Dec2020 (339 Y6
My approach to buying games is the same as my approach to Reporting history

buying consoles. Wait until they've been around for a whil... more All types v

Past 6 months ¥

Reports Last reported 24/01/2021

AFTER



BE’ UGC Tools Moderation Audience @ Terms Matcher 1 Upload Manager s 17 @

Queue Referred 17 Held 4 Archive
114 items in Comments v in 2 sources v from Submission details
22/04/2020 ~ Cyberpunk 2077: Sony pulls game fro...&#@ V ’ Dave
NORMAL USER
Content ID: 53567780 X + More Reset
Showing Newest first v Joined Age range
22/04/2020 <18
=F Jim PREMOD 8 mins ago Dave
“My approach to buying games is the same as my approach to 10:24 18 Dec2020 (539 &6 .
noE , : , : » Personal details \'4
buying consoles. Wait until they've been around for a long ... Lorem ipsum dolor sit amet, consectetur adipiscing elit, sed do
Cyberpunk 2077: Sony pulls game from PlayStation and Xbox offer... eiusmod tempor incididunt ut labore et dolore magna aliqua. Ut
Reported (in) enim ad minim veniam. Contribution history A\
Reported | | Terms (2) All types v
Dave 5 mins ago Past 6 months v
“Lorem ipsum dolor sit amet, consectetur adipiscing elit, sed A .
rov R Refer I
do eiusmod tempor incididunt ut labore et dolore magna al...” eject e Last contribution 24/01/2021
Cyberpunk 2077: Sony pulls game from PlayStation and Xbox offer... Contributions 14
Reported Terms (2) @ Nixon _
10:24 18 Dec2020 (339 &6 @ Approved 42
e Master of disaster PRE MOD 3 mins ago Jim sounds like someone who is justifying his sadness at not © Rejected 36

o : . e etting a next gen console on release date... &

. Lorem ipsum dolor sit amet, consectetur adipiscing. 9 9 9 ~
[E]E]C]

NEWS

Cyberpunk 2077: Sony pulls game from PlayStation and Xbox offer... . A Reported 16
View 4 more comments

Reported
: Contributor status \'4
Jim
= rattleback NEWUSER 1 min ago 10:24 18Dec2020 (539 §6
“You people are uneducated bumpkins or willfully ignorant My approach to buying games is the same as my approach to Reporting history A
with vested interests” buying consoles. Wait until they've been around for a whil... more All types v
Cyberpunk 2077: Sony pulls game from PlayStation and Xbox offer...
Past 6 months ¥
Reported Vox
Reports A Last reported 24/01/2021
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TESTING

« Created prototypes for a few scenarios.
« Conducted usability testing with both moderation teams.
« Gathered feedbaclk and 1terated the designs.

AN




OUTCOMES

 Successfully 1ncorporated 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.



We launched the MUP & months later. At that time the product was still limited
IN what 1t can offer, but 1t delivered a much better experience when compared to
the third-party application, to begin wIith.



THANK YOU
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