
From Hate to Hope
Changing the Narrative on Social



1) What does hate speech + disinformation look like

2) What are the social media platforms doing about it

3) What the UN, Governments, Civil Society and 

Community Groups are doing about it. 

4) What about freedom of speech?

5) How does UNHCR handle it?

6) Our community management approach.

7) A crowdsourced solution? Backing each other up.















NETZ-DG
Germany’s new law (Jan 2019) to 
prevent hate speech on social 
media. 

Applies to any social media 
company with more than 2 million 
followers. 

They are legally obliged to take 
action on any complaint / report 
within 24 hours. 

Fines can be $$$,$$$

Controversial - having an impact on 
satirists, comedians, freedom of 
speech. 

One to watch...



Facebook’s definition of ‘hate speech’
“We define hate speech as a direct attack on people based on 
what we call protected characteristics – race, ethnicity, national 
origin, religious affiliation, sexual orientation, caste, sex, 
gender, gender identity and serious disease or disability. 

We also provide some protections for immigration status. 

We define "attack" as violent or dehumanising speech, statements 
of inferiority, or calls for exclusion or segregation. We separate 
attacks into three tiers of severity.”



Don’t say ‘Fake News’ 
• Mis-information is the kind of false information 

disseminated online by people who don't have a 

harmful intent.

• Dis-information is false information created and shared 

by people with harmful intent. False news reports 

around political candidates around some elections fall 

into this category, and so does their social media 

amplification from malicious accounts.

• Mal-information is the sharing of "genuine" information 

with the intent to cause harm. That includes some types 

of leaks, harassment and hate speech online. 



Disinformation + Misinformation 

Dealing with fake news is a 
challenge. But what is 
possibly even more 
challenging is dealing with 
distorted news, that contain 
elements of truth



Misinformation exploits a basic emotion: fear. 

In particular about their own safety and that of the 
people they love.

- Claire Wardle, FirstDraftNews







What does Facebook actually ban?

Five things Facebook bans

1. Threat of credible violence
2. Hate speech 
3. Graphic violence
4. Child sexual exploitation
5. Adult nudity and sexual nudity







“In recent decades, hate 
speech has been a 
precursor to atrocity 
crimes, including 
genocide, from Rwanda to 
Bosnia to Cambodia.

“I fear that the world is 
reaching another acute 
moment in battling the 
demon of hate.”

https://www.theguardian.com/world/2019/apr/07/rwanda-begins-week-of-memorial-events-for-genocide-victims
https://www.theguardian.com/world/2018/nov/16/khmer-rouge-leaders-genocide-charges-verdict-cambodia




How many people use these social networks?

Instagram

1 
billion 

Facebook

2.38 

billion

Twitter

330 

million

Snapchat

186
million

YouTube

1.5
billion

LinkedIn

575
million

TikTok

500
million



1) UNHCR leads the refugee narrative on social 
media 

2) So our presence on the world’s most influential 
digital platforms generates empathy  

3) Inspires and mobilizes action



Hate speech on UNHCR accounts

https://twitter.com/Refugees/status/1121716296754667520
https://twitter.com/Refugees/status/1121716296754667520


https://twitter.com/Refugees/status/1121716296754667520


And it’s a global problem - eg in China
Common comments posted on UNHCR’s Weibo account in China:

-Why do Muslim refugees have so many babies? China did not have a one-child 
policy to make room for them. 

-There are so many poor people in China. Why should we take in more?

-Refugees = Muslims = terrorists. They are not welcome in China.

-Refugees only bring crime/rape and disease. Go back to where you came from.

-America created these wars. Why should China clean up the mess? Refugees 
should all go to America.



How UNHCR responds to it
Our community management strategy + tactics

Our reply got more engagement 
and likes than the original 
homophobic one.



Christchurch, New Zealand

To show compassion, solidarity and hope in the face 
of tragedy



Censorship or safe place?

Should UNHCR platforms be a “safe space” where 
people can go and not see hate speech?

Or should they be a real space - where people see 
that post messages of hate being responded to, 
castigated + condemned by our community. 



Community Management 



When our community hits back at the haters

https://www.instagram.com/p/BxernVLA9yq/?igshid=3ehauanxk6uw


We have strong communities - but 
what are we asking them to do?



Change by Crowdsourcing? 
The crowd can help solve 
this. 

People are experts in 
their own cultural 
context, and if there's 
some sort of system where 
they can bring that 
expertise to bear. 

They can strengthen the 
fight against hate and 
rumors on the internet.





http://www.youtube.com/watch?v=w4cPg0yJVck


@zyazigi
@AlFadak
@GuledMire

@Dante_Licona
@GisellaLomax


