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Introduction:
The Current State of Play

Audiences have never been more demanding, or more fickle.

They expect high quality streaming, hyper-personalization, and an endlessly
refreshing supply of content. Nearly half of US adults have changed their streaming
subscriptions in the past six months, with cost now serving as the top driver of both
cancellations and new signups.! They’ll cancel without hesitation if the value isn’t
obvious. Monetization models that worked two years ago, such as ARPU, ad yields,
and CPMs, are all under scrutiny. The old playbook is losing its edge.

At the same time, trust is becoming a liability. User-generated and Al-generated
content has unleashed a “tidal wave of undesirable content,” from deepfakes
to scam bots.? Platforms are expected to police it all rigorously, but content
moderation teams often struggle to keep up. The volume has exploded beyond
human capacity.

47% of streaming customers say they pay too much

and will drop services that don’t provide value.®

And, finally, there is operational drag. Internal teams are fragmented and
weighed down by manual handoffs that slow the content pipeline. Quality
control (QC), localization, creator support, and moderation workflows all
bottleneck at the human layer. Global competition demands speed and high-
quality localization across dozens of markets simultaneously. Legacy systems
weren’t built for this.

In essence, this is where the Media & Entertainment (M&E) industry stands
today: caught between rising expectations and outdated infrastructure.

The answer isn’t to throw money at the problem but to reimagine how
operations run: from insight to action, from reactive to autonomous, and from
Al-first to Al-native.

This is the shift to agentic Al: intelligent systems that sense, decide, and act
autonomously across content operations, trust & safety, and engagement.
Unlike traditional automation, agentic Al adapts continuously: curating
content, protecting communities, and personalizing experiences at scale. It
connects fragmented operations into one intelligent flow.

The following sections explore three high-impact opportunity areas where
M&E enterprises can transform, with practical starting points.

1 https://www.emarketer.com/content/streaming-churn-grows-consumers-weigh-cost-against-content-value
2 https://www.sutherlandglobal.com/insights/whitepaper/the-new-content-safety-paradigm
3 https://www.deloitte.com/us/en/about/press-room/digital-media-trends-consumption-habits-survey.html
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3 Agentic Opportunities for
Media & Entertainment

Opportunity 1.
Agentic Content Operations & Metadata Intelligence

The Challenge

Content is the lifeblood of M&E, yet content operations are often bottlenecked
by fragmented pipelines and inconsistent metadata.

Studios ingest thousands of hours across platforms, but human reviewers still
check audio fidelity, compliance, and subtitles frame by frame. Metadata, which
is key to discovery and personalization, remains largely manual. Siloed tools
for editing, asset management, and publishing further slow time-to-market. The
result is duplicated efforts and lost opportunities to maximize content value.
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The Agentic Al Opportunity

Agentic content operations don’t stop at analysis; they act across the media
supply chain. For example, Al-driven QC agents can screen media files for
technical issues or policy violations 24/7, flagging or even fixing common
problems (such as detecting a loudness problem and automatically normalizing
the audio).

Likewise, Al enrichment agents can watch or listen to content and generate rich
metadata, tagging scenes with themes, identifying faces/locations, transcribing

dialogue, and flagging sensitive material. These agents continuously learn from
editor feedback, improving their accuracy over time.

Sutherland automated tagging and metadata
enrichment for a global streaming platform,
reducing manual QC efforts by 40%.

Crucially, these Al agents don’t operate in isolation: an orchestration layer can
coordinate tasks end-to-end, so that when a new video is ingested, an Al agent
transcribes and tags it, another checks quality and compliance, and a publishing
agent cues it up on the right platforms without waiting on human handoffs. This
level of autonomy turns content pipelines into adaptive assembly lines.




N
D

Practical Actions for M&E Leaders

Start with high-friction bottlenecks, such as subtitle validation, compliance
checks, and ad break placement, where rules are well-defined, and volume
is high. Pilot agentic workflows with humans reviewing exceptions, so
models improve accuracy without disrupting production schedules. A
Digital Assessment helps prioritize the right starting points and define safe

boundaries for autonomy.

Establish unified metadata standards and quality rules so agents can
enforce consistency and prevent downstream personalization failures.
Leverage Data Engineering to design robust metadata frameworks, ensuring

that content tags and annotations stay uniform across platforms.


https://www.sutherlandglobal.com/insights/whitepaper/digital-assessment-framework
https://www.sutherlandglobal.com/insights/whitepaper/data-engineering
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Consolidate your various content databases and tagging systems into a
cohesive pipeline that Al agents can continuously enrich. Deploy machine
learning models (for object recognition, speech-to-text, and content classification)
on a scalable cloud data foundation so agents can reliably pull context and learn
over time. Cloud Infrastructure optimization can help you build this unified,

enterprise-grade content hub.

Integrate Al agents with your CMS and digital supply chain tools through
APlIs to orchestrate distribution autonomously once assets are ready. Define
rules and objectives for the agent (e.g. timing, formatting, compliance checks
before publishing). Over time, such agents learn the optimal schedules and
formats for engagement, making your content operations self-optimizing.
Custom Application frameworks ensures your legacy systems and new Al

workflows connect seamlessly.


https://www.sutherlandglobal.com/insights/whitepaper/cloud-infrastructure
https://www.sutherlandglobal.com/insights/whitepaper/packaged-and-custom-applications

Opportunity 2:
Agentic Trust & Safety and Platform Integrity

The Challenge

Trust is the currency of digital media platforms, but the volume of potentially
problematic content has expanded beyond human capacity. Media companies
must enforce a complex web of content policies: age ratings, cultural
sensitivities, copyright rules, advertiser guidelines, and now public regulations
(such as the EU’s Digital Services Act) that demand swift removal of illegal or
harmful material. Doing this at scale with manual review is impractical.

Meanwhile, the impact of getting it wrong is grave: if left unchecked, harmful
content leads to user churn and reputational damage, whereas over-zealous
takedowns can trigger creator backlash or censorship concerns. And all of this

must be managed while protecting the mental health of human moderators who
witness the worst of the internet each day. Clearly, a new approach is needed to

uphold platform integrity without breaking teams or compromising growth.
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The Agentic Al Opportunity

Al agents can autonomously uphold your platform’s standards at scale, working
in tandem with humans. Instead of relying on thousands of manual decisions,
companies can train Al moderators to filter, flag, and even action content in real
time. These agents use computer vision and natural language understanding
to interpret content against your guidelines, learning from each decision to
improve over time. Each resolution (including overturned decisions on appeal)
is logged with an explanation for transparency and compliance. Human
moderators are free to focus on nuanced judgments and new policy areas.

Sutherland's holistic content moderation for a global
social platform delivered 60%+ faster resolution times,
98% accuracy in quality audits, and 94,000+ appeals
processed in under 4 months.*

Beyond efficiency and cost savings, the real win is better protection for users
and brands. Harmful content is taken down before it spreads, community
guidelines are enforced evenly, and users (as well as advertisers) feel safer
engaging on the platform.

When Sutherland helped a global news platform elevate community quality, user
engagement surged 28% and ad revenue grew 18% in parallel. Safety proved to
be a growth lever.

4 https://www.sutherlandglobal.com/insights/case-study/sutherland-helps-leading-social-media-platform-scale-content-moderation-and-improve-user-safety
5 https://www.sutherlandglobal.com/insights/case-study/news-platform-boosts-engagement-and-revenue-with-sutherland-smes
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Practical Actions for M&E Leaders

Evaluate areas where Al can augment your moderation workflow. A good
starting point is Al pre-moderation, deploying machine learning models that can
automatically review content against your policies. Set confidence thresholds: auto-
remove obvious violations, queue borderline cases. Over time, gradually raise the
autonomy of these agents as trust in their precision grows. The goal is to handle
high-volume, straightforward cases entirely via Al, speeding up response times and
letting moderators focus where judgment is truly needed.

The more you delegate decisions to Al, the stronger your governance
around it should be. Build audit trails and appeal paths. Encode policies into
machine-readable form. Maintain logs of all automated actions and regularly
audit a sample for correctness and bias. Implement a Digital Assurance

framework to regularly audit Al decisions for accuracy and bias, ensuring

moderation agents operate transparently and within bounds.


https://www.sutherlandglobal.com/insights/whitepaper/digital-quality-assurance
https://www.sutherlandglobal.com/insights/whitepaper/digital-quality-assurance
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Make sure there is an easy path for users or creators to appeal Al-driven
enforcement, with agents even assisting by compiling the relevant evidence for
human moderators to review. This requires a unified data foundation to give

agents easy access to surface case history, decisions, and context seamlessly.

Combine Al with human oversight: pair intelligent automation with
experienced moderators to maintain a human-centric, tech-enabled safety

net. Refocus your human moderators on investigating flag clusters, analyzing
new trends, and updating models. A resilient team plus smart Al is the winning
formula for sustainable platform integrity.


https://www.sutherlandglobal.com/insights/whitepaper/digital-data-engineering
https://www.sutherlandglobal.com/services/digital-operations/content-services
https://www.sutherlandglobal.com/services/digital-operations/content-services

Opportunity 3:
Agentic Engagement, Retention & Creator Support

The Challenge

Churn is high, despite large content libraries. Warning signals are scattered
across marketing, customer service, and viewing data. No single system
sees the whole person. Companies realize subscribers are leaving only after
cancellation requests arrive. By then, it's too late.

On the creator side, support is inconsistent and often unavailable in creators'
native languages. Creators drive content ecosystems but struggle to get timely
guidance on growing audiences or optimizing monetization. For the platform,
this is a missed opportunity to foster loyalty.

The challenge is twofold: predict and prevent churn among consumers while
empowering the creators/partners who supply the content, all in a personalized,
scalable way. Traditional CRM and support approaches aren't fast or
personalized enough for digital-native audiences.
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The Agentic Al Opportunity

Agentic engagement agents operate continuously to deepen user and creator
relationships.

Unlike static recommendation engines, these agents are context-aware and
action-oriented. A churn guardian monitors behavior in real time: when it
detects disengagement (no viewing for weeks, low ratings), and it autonomously
intervenes with personalized recommendations. These agents draw on unified
data (viewing history, search queries, social sentiment) to predict churn risk
before cancellation.

The same applies to creator support. Every content creator or studio partner has
access to a 24/7 Al assistant to answer questions, resolve issues, and provide
coaching.

Spotify scaled its creator and customer support
globally using Al-driven real-time translation
technology, enabling service in 20+ languages,
resolving 35,000+ issues per month, and
maintaining CSAT consistently above 90%.°

When engagement and support agents work together, companies see double-
digit gains in satisfaction and retention. These agents continually learn which

interventions work, getting smarter with each interaction.

6 https://www.sutherlandglobal.com/insights/case-study/new-ai-driven-language-translation-tool-lets-spotify-grow-its-service-capabilities

o

6, Sutherland Global Services, Inc. All rights reserved 12



N
D

Practical actions

Implement Al models that predict churn risk and take autonomous action in
the moments that matter. If engagement drops, the agent emails personalized
content recommendations or adds perks automatically. If a subscriber hits an
anniversary, it delivers loyalty rewards. Experiment with A/B tests to refine which
Al-driven interventions work best. A platform like Sutherland CX360® provides

the unified customer view that makes these interventions timely and targeted.

Build lifecycle visibility by integrating streaming behavior, app interactions, support
tickets, and social feedback into a unified platform. Give Al agents real-time access
to the full context so they can tailor home screen carousels, recommendation timing,
even thumbnail art dynamically. Optimize communication frequency, channel, and
tone per user: some prefer WhatsApp alerts, others in-app pushes. Let agents learn
preferences. Optimizing your cloud infrastructure ensures the system scales to

analyze and react instantly to millions of users.


https://www.sutherlandglobal.com/products-x-platforms/sutherland-cx360
https://www.sutherlandglobal.com/insights/whitepaper/cloud-infrastructure
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Strengthen support with Al. Al chatbots can handle routine policy, payment,

or account questions 24/7, freeing human agents to focus on higher-
complexity issues. Additionally, leverage Al to augment human agents’
capabilities, such as enabling them to assist customers in their preferred

language, regardless of the agent’s own language proficiency.

Empower creators with Al assistants. Equip your content creators and partners
with on-demand Al tools to grow and retain audiences. For example, offer Al-
generated “health reports” on their content performance, highlighting trends
and optimal posting times. When creators feel supported, they produce higher-
quality content that keeps viewers hooked.


https://www.sutherlandglobal.com/uk/products-x-platforms/sutherland-conversational-ai
https://www.sutherlandglobal.com/uk/insights/solution-overview/sutherland-translate-ai
https://www.sutherlandglobal.com/uk/insights/solution-overview/sutherland-translate-ai

The Road to the Agentic M&E Start with high-impact pilots:

° ° ° - Deploy an Al metadata engine in content operations
Enterprise: Make Disruption - - .
Intentional

The agentic enterprise in M&E isn't a far-off vision, we already see it unfolding. The Tangible wins in efficiency, quality, and engagement will build
disruptions we've discussed: managing content at scale, safeguarding communities, and
retaining audiences with rising expectations, are daunting. But they present an opportunity
to lead the industry's next evolution. In every media era, those who innovated in delivering
content and value seized the advantage. This era is no different, except that the innovation Agentic Al turns content, community, and personalization in your favor,
isn't a new format or channel, it's a new mode of operating where intelligence becomes if you're willing to pull the lever.

operational and adaptive in every process.

« Introduce an Al moderator in a controlled community

« Roll out a churn-prediction agent for a user segment

momentum for broader transformation. Targeted initiatives yield
immediate ROI while laying groundwork for scaled capabilities.

Agentic capability relies on the right foundational
elements. Explore Outlook 2026: The Road to the Agentic
Enterprise for the fundamentals every organization needs.

Disruption is inevitable, so make it intentional
and drive the change yourself.

Artificial Intelligence. Automation. Cloud Engineering. Advanced Analytics. For Enterprises, these are key factors of success. For us, they’re our core expertise.

We work with global iconic brands. We bring them a unique value proposition through market-leading technologies and business process excellence. At the heart of it all is Digital Engineering Services — the foundation that powers rapid innovation and scalable business
transformation.

We’ve created 363 unique and independent inventions, 250 of which are Al-based and rolled up under several patent grants in critical technologies. Leveraging our advanced products and platforms, we drive digital transformation at scale, optimize critical business
operations, reinvent experiences, and pioneer new solutions, all provided through a seamless “as-a-service” model.

For each company, we provide new keys for their businesses, the people they work with, and the customers they serve. With proven strategies and agile execution, we don’t just enable change — we engineer digital outcomes.
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digital outcomes. sutherlandglobal.com


https://www.youtube.com/c/sutherlandcorp?utm_source=internal&utm_campaign=-emailsignature-
https://twitter.com/sutherlandcorp??utm_source=internal&utm_campaign=-emailsignature-
https://www.linkedin.com/company/sutherland-global-services/??utm_source=internal&utm_campaign=-emailsignature-
https://www.sutherlandglobal.com/

