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HYDERABAD: On a busy day, contract employ-
ees in India monitoring nudity and pornography
on Facebook and Instagram will each view
2,000 posts in an eight-hour shift, or almost four
a minute. They are part of a 1,600-member team
at Genpact, an outsourcing firm with offices in
the southern Indian city of Hyderabad that is
contracted to review Facebook content.

Seven content reviewers at Genpact said in
interviews late last year and early in 2019 that
their work was underpaid, stressful and some-
times traumatic. The reviewers, all in their 20s,
declined to be identified for fear of losing their
jobs or violating non-disclosure agreements.
Three of the seven have left Genpact in recent
months. “I have seen women employees break-
ing down on the floor, reliving the trauma of
watching suicides real-time,” one former em-
ployee said. He said he had seen this happen at
least three times.
Reuters was unable to
independently verify the
incidents or determine
how often they may have
occurred. Genpact de-
clined comment.

The working condi-
tions described by the
employees offers a win-
dow into the moderator
operations at Facebook
and the challenges faced by the company as it
seeks to police what its 2 billion users post.
Their account contrasts in several respects
with the image presented by three Facebook
executives in interviews and statements to
Reuters of a carefully selected, skilled work-
force that is paid well and has the tools to han-
dle a difficult job. Ellen Silver, Facebook’s vice
president of operations, acknowledged to
Reuters that content moderation “at this size is
uncharted territory”.

“We care deeply about getting this right,”
she said in January. “This includes the training
reviewers receive, our hiring practices, the
wellness resources that we provide to each and

every person reviewing content, and our over-
all engagement with partners.” While rejecting
the Hyderabad employees’ assertions about
low pay, Facebook has said it had begun draft-
ing a code of conduct for outsourcing partners
but declined to give details.

It has also said it would be introducing an
annual compliance audit of its vendor policies
this year to review the work at contractor fa-
cilities. The company is organizing a first-ever
summit in April to bring together its outsourc-
ing vendors from around the world, with the
aim of sharing best practices and bringing
more consistency to how moderators are
treated. These efforts were announced in a blog
post on Monday by Justin Osofsky, Facebook’s
vice-president of global operations.

Facebook works with at least five outsourc-
ing vendors in at least eight countries on con-

tent review, a Reuters
tally shows. Silver said
about 15,000 people, a
mix of contractors and
employees, were work-
ing on content review at
Facebook as of Decem-
ber. Facebook had over
20 content review sites
around the world, she
said. Over a dozen mod-
erators in other parts of

the world have talked of similar traumatic ex-
periences.

A former Facebook contract employee, Selena
Scola, filed a lawsuit in California in September,
alleging that content moderators who face men-
tal trauma after reviewing distressing images on
the platform are not being properly protected by
the social networking company. Facebook in a
court filing has denied all of Scola’s allegations
and called for a dismissal, contending that Scola
has insufficient grounds to sue. Some examples
of traumatic experiences among Facebook con-
tent moderators in the United States were de-
scribed this week by The Verge, a technology
news website. (https://bit.ly/2EammsL)

Pressure, lack of experience
The Genpact unit in Hyderabad reviews

posts in Indian languages, Arabic, English
and some Afghan and Asian tribal dialects,
according to Facebook. On one team, em-
ployees spend their days reviewing nudity
and explicit pornography. The “counter-ter-
rorism” team, meanwhile, watches videos
that include beheadings, car bombings and
electric shock torture sessions, the employ-
ees said.

Those on the “self-harm” unit regularly
watch live videos of suicide attempts - and do
not always succeed in alerting authorities in
time, two of the employees said. They told
Reuters they had no experience with suicide
or trauma. Facebook said its policies called for
moderators to alert a “specially trained team”
to review situations where there was “poten-
tial imminent risk or harm.”

The moderators who spoke to Reuters said
in the instances they knew of, the trained team
was called in when there was a possibility of
a suicide, but the reviewers continued to mon-

itor the feed even after the team had been
alerted. Job postings and salary pay-slips
seen by Reuters showed annual compensation
at Genpact for an entry-level Facebook Arabic
language content reviewer was 100,000 In-
dian rupees ($1,404) annually, or just over $6
a day. Facebook contended that benefits made
the real pay much higher. The workers said
they did receive transport to and from work, a
common non-cash benefit in India.

Moderators in Hyderabad employed by an-
other IT outsourcing firm, Accenture, monitor
Arabic content on YouTube on behalf of
Google for a minimum of 350,000 rupees an-
nually, according to two of its workers and
pay slips seen by Reuters. Accenture declined
to comment, citing client confidentiality. Face-
book disputed the pay analysis, saying Gen-
pact is required to pay above industry
averages. The outsourcer, while declining to
comment on its work for Facebook, said in a
statement that its wages are “significantly
higher than the standard in the industry or the
minimum wage set by law.” —Reuters
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MENLO PARK: In this file photo taken on April 5, 2018, a protester with the group “Raging Grannies” holds a
sign during a demonstration outside of Facebook headquarters. —AFP

Carrefour raises its 
cost savings target 
PARIS: French supermarket giant Carrefour said yesterday its net
losses deepened in 2018 largely due to the closure of its struggling
Dia stores, but increased its cost savings target for this year by 40
percent. Europe’s leading retailer, which is in the middle of a major
re-organization plan, posted a net loss of 561 million euros ($638
million) compared to 531 million in 2017, it said in a statement.

Some 301 million of the fall came from “discontinued opera-
tions” — mainly from having to close most of 273 former stores of
the low-cost Dia supermarket chain, it added. Adjusted for such
exceptional items, Carrefour’s net profit actually rose 3.75 percent
to 802 million euros, beating analyst forecasts which expected the
figure to be between 749 and 752 million euros. —AFP

TikTok app fined for 
illegally gathering 
children’s data
WASHINGTON: The fast-growing, Chinese-owned video
sharing network TikTok agreed to pay a $5.7 million fine to
US authorities to settle charges that it illegally collected per-
sonal information from children, officials said Wednesday. The
Federal Trade Commission said the penalty by the social net-
work, which had been known as Musical.ly, was the largest
ever in a children’s privacy investigation.

The social network, which has been surging in popularity
with young smartphone users and taking over from rivals like
Facebook, Instagram and Snapchat, failed to obtain parental
consent from its underage users as required by the Children’s
Online Privacy Protection Act, FTC officials said. “The oper-

ators of Musical.ly — now known as TikTok — knew many
children were using the app, but they still failed to seek
parental consent before collecting names, email addresses, and
other personal information from users under the age of 13,”
said FTC chairman Joe Simons. 

“This record penalty should be a reminder to all online serv-
ices and websites that target children: We take enforcement of
COPPA very seriously, and we will not tolerate companies that
flagrantly ignore the law.” TikTok claimed some 500 million
users worldwide last year, making it one of the most popular
worldwide apps. Owned by China’s ByteDance, it expanded its
reach in the US with the merger with Musical.ly.

Teens have been flocking to the service, which allows them
to create and share videos of 15 seconds. According to the FTC,
the company required users to provide an email address, phone
number, username, first and last name, a short biography, and a
profile picture. The consumer protection regulator said 65 mil-
lion accounts have been registered in the United States. Officials
said the company knew that many of its users were under 13
and should have taken greater precautions. —AFP
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