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How the Telegraph harnesses community to drive 
subscriber retention 

Beyond the comments:



The Telegraph is an award-winning, multimedia 
news brand that has been synonymous with quality, 
authority and credibility for almost 170 years.

The Telegraph has three million daily readers 
and is a subscription-first business, with quality 
journalism at the heart, and a goal to build 
deeper connections with subscribers at scale.

William Whittington
Head of Community 
Moderation

Arielle Goldstein
Community Editor 

Who we are



Below the Line & Your Say



What is going below the line (BTL)?

The practice of an author interacting 
and directly engaging with readers in 
the comments section of an article.



Your Say

Your Say is a place where subscribers 
can go at any time to:
❏ read, listen to, or take part in a conversation with 

others;
❏ debate issues;
❏ access expertise;
❏ get their views validated by others; 
❏ or simply for entertainment

https://docs.google.com/file/d/1WJlImRblG1hXeHUMECFDMVS5eTEt1P3K/preview


Why Now?

Journalism has changed 

AI can’t replicate human connections

Divisive political landscape



Benefits and examples



Why go below the line?

Help build a loyal, 
engaged audience

Improve the quality of 
comments

Gather ideas for a new 
story or angle

Increases overall article 
performance

Encourages readers to 
post instead of lurking

Improves article SEO
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How we gauge success



Continuing and building on an already meaningful discussion/Isabel Oakeshott

I’m 27 and dying of cancer, but my friends are ‘ghosting’ me in 
my final days
56 new commenters

https://www.telegraph.co.uk/news/2024/10/02/brain-cancer-ghosting-joshua-cullen-interview-boston/
https://www.telegraph.co.uk/news/2024/10/02/brain-cancer-ghosting-joshua-cullen-interview-boston/


Success is shown by the stats

!

the number of comments 
when a columnist goes 

below the line 

2x44%
uplift in article dwell 

time when authors are 
live below the line 

significant increase in the 
proportion of readers who 

feel a sense of belonging

⬆



Adding further detail and context (and humour)/Gareth Davies

How long does it really take to sober up? I drank as much as I could 
in two hours to find out

47% above average dwell time

https://www.telegraph.co.uk/health-fitness/diet/alcohol/how-long-it-really-takes-to-sober-up/
https://www.telegraph.co.uk/health-fitness/diet/alcohol/how-long-it-really-takes-to-sober-up/


Success 

Comment articles 
with author 
engagement:
109% uplift in 
comments

Lurker Commenter



Integrating Community 



Community integration

Community efforts are central to our business practice
❏ Polls
❏ Comment carousels
❏ Reader-led pieces



How did we secure 
buy-in for Community?



Securing buy-in across the business

Bang the drum Define 
Community

Tell a story Stakeholder 
gets 

stakeholder



Moderation



When a BTL session warrants live moderation

● The author/interviewee going BTL is pictured and could be 
open to personal abuse.

● They’ve presented an argument which goes against the views of 
core Telegraph commenters and could result in backlash.



Moderation interventions in a BTL session

I went from a size 22 to an 8. The hardest part was getting 
rid of my loose skin
● Informed of publication of this article ahead of time allowing us 

to moderate content, before, during and after the BTL session.
● Comments were moderated on the web page during the session 

as a way of conducting ‘live’ moderation.
● 120 human moderation events of manually and automatically 

flagged content. 57% of these comments were rejected. 

● 188 human 
moderation 
events

● 86.2% of 
these were 
rejected

https://www.telegraph.co.uk/health-fitness/diet/weight-loss/getting-rid-loose-skin/#comment
https://www.telegraph.co.uk/health-fitness/diet/weight-loss/getting-rid-loose-skin/#comment


Moderation changes to benefit the user experience

● In May of last year, we introduced reporting 
reasons.

● In the two weeks prior to this, we received an 
thousands of manual reports a day - with an 
accuracy rate of just 12.3%.

● In the two weeks following its introduction, 
average reports dropped by over 85%. 
However, accuracy rate more than doubled to 
31%.

● For the month of May this year, 49% of tens 
of thousands manually reported comments 
were deleted.

● Reporting reasons has restricted spam 
reporting, allowing moderators to address the 
most problematic comments first and free up 
more time to train our automatic filter.
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Things that work well and don’t work well

● Angry retorts
● Anything that breaches our guidelines
● Same response under multiple comments
● Asking for moderation action directly in 

the comments
● Insulting readers in any way

● Thank or acknowledge readers 
● Answer questions
● Add more detail or context
● ‘Laugh’ at funny comments
● Empathise with personal experiences
● Address or defuse angry and critical 

comments 
● Ignore and/or report any particularly 

triggering comments

Things that work well Things that don’t work well



Structuring for Success



Structuring for Success

Head of Community Editorial

Head of Community

Head of Community Moderation

Team of Moderators including overnight moderation Team of Editors including a Deputy



Please feel free to contact Arielle.Goldstein@Telegraph.co.uk or William.Whittington@Telegraph.co.uk for more information

Questions?


