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Reducing Bad Experiences for Our
Users

T1,DR: Reducing bad experiences on our platforms goes beyond black-and-white policy and
requires creative approachss, How do we give people and creatars the right tools to be good
citizens of a safe and supported community? Through this ricte  share soime key questions and
cpportunities for us as we bulld new products and features for our community.

My daughter Joanna, now 16, is what we cail an experimenting creator. She posts about cars, and
in & recent post, someone commented, “Get back to the kitchen.” it was an awful experience for
her--she tried to report it, to no avail, as this is something far fram violating policy. So, ber only
options were to delete or block.

Why does someone think it is ok to make that comment? | believe it is because it doesn't violate
palicy, and other than commment warning, deleting, or blocking, there is no feature that helps
people know that kind of ehavior is not ok.

For some context, | started supporting Site Integrity and Customer Care in 2009, when there were
only 17 people or the team. We grew the tearn that became Protect and Care, where | supported
engineering, product, user research, data enatytics, and design for 6 years. With some great
engineers, | also started Product infrastructure and Security Infrastructure, Two years ago, | came
back as a part-time independent contractor to support the Well-being team at Instagram to help
tackle some of the complex issues we face as an industry. | believe figuring out ways to help
people be respectful of each other online, while having different values, Is one of the most
important problerns of our age.

There is a ot of great work being done by the Well-Being and Integrity teams around the
cormpany. And as | wrap up my contract on 1G Well-being, { wanted to take this time to share 2
important opportunities | see for teams working in the space:

1. Can we take people’s experiences as our north star?

Today, nmuch of our work to identify and resclve bad experiences is rooted in whether or not the
experience was caused by something that violated our polides. What if instead we tock our users’
experiences as our ground truth? More specificafly:
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o Can we set goals on user experience (such as what we see in TRIFS) in addition to
Prevalence? For example, goals around people who experience being targets of
bullying or harassment independent of the content.

o

What if we stop using “perceived” and instead use the word “experienced’? People
don't perceive being harassed, they experience it

o

Finally, the key to this, is how can we better understand content or interactions
that drive non-policy violating bad experiences?

2. Are we giving people the opportunity to express their bad experiences?

There is a tension between the concept of reporting and giving people support with what they are
experiencing. Reporting is about people communicating to us content that they believe violates
our community standards. Support is about helping people with what they need.

Should we reframe our reporting flow into a support flow that gives people the right tools to
express thelr experiences and feel taken care of7 ideally, 2 support flow should serve 3 purposes: 1}
inform us of what a user is experiencing and 2} provide the support and tools for what they are
experiencing 3} continue to help us direct enforcernent for policy violation.

For exampler Joanna often gets unwanted sexual advances in messages, like friends with benefits?’
from other teens and friends of friends. This is a negative experience for her, but it's not always
clear how to express this on the reporting flow. Also how could we capture all the ways people
make unwanted advances? When people come into sameone’s Divis, maybe we should consider a
“ry haouse, my rules” approach: It doesn't matter what people say—if it feels like a sexual advance
in my space, it is. Additionally, if the only action Joanna can take is to block unwanted sexual
contact, when she blocks, the actor who initiates is none-the-wiser. Without the context from
Joanna akout what happened we can't make our systems smarter about what she's experiencing,
as well as provide feedback to the actor,

3. What toals can we create to improve our community over time?
Qur intagrity efforts primarily focus on taking down bad content, but when the goal is to stop bad
things, you're always going to be surprised by the latest.

if there was a way in the product for people to express their bad experience, we could identify
patterns and give the actors feedback-—and the opportunity to learn from their behavior. Sesserd
s that most people who post reported content did so with positive intentions (thinking it was
important, funny, or helpful, etc). Just as we are with our co-workers, we must first assume good
intent and give them feedback to learn and change. If the person doesn't change their behavior
after the feedback, then depending on the context, you can have different rmeasures, such as
feature limits.

This is why it's impaortant to understand groups of users who cause bad experiences:
* Good intent: people who would behave differently if they got feedback.
* Provocateurs: people who intentionally seek attention.
e Bad actors: people who set out to troll or intentionally to barm.

Understanding the difference between these 3 groups is important because they require different
approaches. if our goal is to create a community that is safe and supportive, then we must give
peaple and crestors more feadback and tools to be good dtizens of this safe and supported
community.

} believe the best thing we can do is to develop more features that can creste and maintain social
norms. Social norms are what make a workplace, park, school, or other social settings feel safe——
they also signal to people what's ok of not ak in a certain setting. This does not mean limiting
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voice; on the contrary, it protects it it means helping people understand how their voice affects
athers. To do this well, we need a varied toolboy, such as:

e Visible norm-setting features: crestors’ pinned comments, custom comment covers that
set the tone, gentle comment nudges, or after-the-fact nudges for actors

Personalization, with transparency for creators, s that people can define for themselves
what they find objectionable (such as more ways to personalize suggestions in Reels or
Explore), and creators can get feedback from the community about what can be
affecting their reach

s Policy and punitive measures for provocateurs or trolls who won't change, building on
existing tools that we have.

Locking Ahead

The Well-being team at Instagrant is working on features that, over tire, will rake a big
difference:

Giving creators better controls over their spaces, including the ability to pin comments

Allowing people, after they are blocked, to tell us about their experience and use our
reparting tools

Progcive socisl ntrm sxperiments

Everyone in the industry has the same problems right now. Prevalence-based policy measures,
while necessary, don't create a safe and suppuortive comimunity along; you're always behind the
tatest harmful thing.

There is a great product opportunity here. Based on understanding of what people experience,
what are visible features that help create a more respectiul community? What dassifiers and
features would we build if we had better feedback from people about whet they are experiencing?

It is possible to work these issues in partnership with industry leaders and acadernics. At the center

of many of these issues is human behavior, and there is much we can izarn from the people who
studly it. It is possible to create public conversation where we move forward understanding of
these problems, with the knowledge that it will take time.

Getting these features right will take a fong time, and each version will have many lessons. But if
we start setting our goals on what users experience--if we help them express 1o us in our product
whiat they experience in a way that makes thern feel best supported-—and if we create features
that help develop and maintain social norms, we will lay a foundation that will make our
communities safer and more supported over time.
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