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WELT Community in a nutshell

 
 per month

Exchange of opinions is one of our core values

 
 comment writers

most effective customer retention tool
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reading user comments is a top engagement driver

 



• strong continuous growth 

• moderation team was 

overloaded

• Excessive waiting times

• Shrinking quality of comment 

moderation

• Frustration among loyal users

Challenges Objective

• Remove pain points

• Improve user satisfaction in 

the community

• improve retention
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Problem – shrinking user satisfaction



Improve AI-powered comment moderation
Goal: Improve satisfaction of community users

• Problem: 60% of all comments had to 

handled by humans

• Action: Changed AI model & special 

rules

• Result: Lowered rate of human-

moderated comments from 60 % 

(August 2023) to 25% (December 2023). 

• Consequence: more time to deal with 

special cases & ambiguous comments 

& better quality of moderation
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Auto Accept Rate

Increase of number of comments & automatically accepted comments (in tsd.) 

Acceptance Rate of automatically accepted comments increase by 93,3% (in %.) 
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Product optimization



Improve Transparency in Community Profile
Goal: Improve satisfaction of community users

• display comment status 

(approved/in progress/rejected)

• Display rejection reason 

• Improved visibility of replies and 

likes received
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URL: https://www.welt.de/kultur/medien/article248406102/In-eigener-Sache-So-moderieren-wir-Ihre-

Leserkommentare.html 

Improve Transparency 
Goal: Improve satisfaction of community users

• Contact with Community Team: Article 

on our own behalf

• Ongoing discussion to explain and 

discuss how we work.

• To date, we’ve received over 4.700 user 

comments on our article "On our own 

behalf“ - including 4-digit number of 

replies

Revitalizing the WELT Community

https://www.welt.de/kultur/medien/article248406102/In-eigener-Sache-So-moderieren-wir-Ihre-Leserkommentare.html
https://www.welt.de/kultur/medien/article248406102/In-eigener-Sache-So-moderieren-wir-Ihre-Leserkommentare.html


Challenge Solution

• Create an open discourse 

allowing different points of 

views 

• attract new users
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Problem – shrinking attractiveness

• Many, especially new users 

rated the community as less 

attractive.

• Deterred mainly because of 

“rough” tone 



Authors actively participate in 

discussions

• Positive impact on discussion 

culture

• Role models for counter 

speech

• Community Widget Highlight 

author comments on WELT.de

• Editors Pick: Authors promote 

outstanding comments
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Increase activity of our journalists
Goal: Create a constructive discourse



WELT journalists answer readers' 

questions in a live event

• Interactive Live Event

• Community Users ask questions 

• Editors answer in live chat

• Feedback: direct dialogue at eye-to-eye 

level with the editorial team

Video Chat with Lennard Pfahler und Alexander Dinger 
https://www.welt.de/politik/deutschland/article250855738/Oekoterrorismus-Wie-militante-
Klimagruppen-Staat-und-Unternehmen-sabotieren.html

Revitalizing the WELT Community

New interactive format „video live chat“
Goal: Create a constructive discourse

https://www.welt.de/politik/deutschland/article250855738/Oekoterrorismus-Wie-militante-Klimagruppen-Staat-und-Unternehmen-sabotieren.html
https://www.welt.de/politik/deutschland/article250855738/Oekoterrorismus-Wie-militante-Klimagruppen-Staat-und-Unternehmen-sabotieren.html


Community as reason for cancelling the subscription

22.2% (June 2023) 6 9.8% (December 2023)

Community as USP for WELTplus subscription: 

32% (End of 2022) 538% (End of 2023)
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Did our improvements pay off?



Keep your creators happy!

Small steps might have huge impact
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3 Takeaways

SmFocus on the right problem (here: discussion culture)



Thank you!

Contact: Martin Kohls, Head of Product WELT, martin.kohls@welt.de https://www.linkedin.com/in/martin-kohls/
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