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Meta's Wrongfully Disabling Accounts,
Automated Enforcement Failures, and
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Executive Summary

This report presents a comprehensive investigation into a systemic crisis unfolding across
Meta's platforms, including Facebook and Instagram. An over-reliance on flawed and opaque
automated content moderation systems, particularly in enforcing its most severe policies
against Child Sexual Exploitation (CSE), has resulted in the wrongful disabling of countless
user accounts. These automated judgments, often triggered by false positives, are executed
with a finality that is starkly at odds with their technological fallibility. The consequences for
those affected are devastating, ranging from severe psychological distress and reputational
ruin to the complete collapse of small businesses and creative livelihoods.

Compounding this technological failure is a systemic disinvestment in accessible and effective
human customer support. Users find themselves trapped in a labyrinth of non-responsive
automated appeal forms, with no clear path to human review. This support vacuum has not
only left legitimate users without recourse but has also fostered a predatory ecosystem of
recovery scams. In response, a growing number of affected individuals have been forced to
turn to the legal system, using small claims courts and class-action lawsuits not as a means of
litigation, but as a de facto customer service channel to compel a response from the
corporation.

This crisis has not gone unnoticed. A bipartisan coalition of U.S. State Attorneys General has
launched inquiries, directly linking the degradation of user support to Meta's mass layoffs.
Concurrently, new regulatory frameworks, most notably the European Union's Digital Services
Act (DSA), are beginning to impose legally mandated standards of transparency and due
process, creating a new paradigm of accountability that stands in sharp contrast to the
current reality for users in other jurisdictions. This report analyzes the interconnected failures
of Meta's technology, policy, and support infrastructure, and concludes with strategic



recommendations for Meta, its users, and global policymakers to address this critical deficit in
platform accountability.

Section 1: The Human Cost of Algorithmic Judgment

The wrongful disabling of a social media account by Meta is not a mere technical
inconvenience; it is an act of digital exile with profound and often devastating real-world
consequences. When the reason cited is a false accusation of Child Sexual Exploitation (CSE),
the impact is magnified, inflicting severe psychological, reputational, and financial harm. This
section details the human stakes of these automated enforcement errors through
documented case studies and an examination of the broader economic and social fallout.

1.1. Case Study: The Devastation of a False CSE Accusation

The specific nature of a false CSE accusation represents a uniquely destructive category of
platform-inflicted harm. Unlike a generic violation, it carries an immediate and potentially
career-ending stigma. Meta's own policies classify CSE as a severe violation warranting
immediate, often permanent, account termination." When the company's automated systems
erroneously apply this label to innocent users—professionals whose reputations are their
livelihood—it is not just disabling an account but inflicting a grievous defamatory injury. This
elevated harm underscores the company's heightened duty of care in applying such a
classification.

e Amir Hosseini (Funktasy Inc.): In September, the Montreal-based music business
Funktasy Inc. had its Instagram and Facebook accounts disabled for a month. The cause
was Meta's automated technology wrongly flagging the personal page of its founder,
Amir Hosseini, for "child sexual exploitation." The initial notice simply stated, "Our
technology found your account, or activity on it, doesn't follow our rules".? Despite
numerous appeals, Hosseini received only automated responses. His accounts were
reinstated only after CBC News contacted Meta for comment. In a clear demonstration of
systemic failure, the business account was suspended again the following day for the
same reason, before Meta issued a final apology without explanation.?

e Megan Conte (High School Teacher): In August, Megan Conte, a high school teacher in
Ontario, lost her Instagram account for several days under a similar false CSE accusation.
For an educator, such an allegation poses an existential threat to one's career and
professional standing. Mirroring the Hosseini case, her account was restored only after



media intervention, with Meta offering an apology for the "mistake".

e Ching Tan (Design Quintessentials): The owner of a 17-year-old floral design business
in West Bloomfield, Michigan, had her company's Instagram and Facebook presence
erased in June due to a false CSE flag generated by an "Al mistake." As a mother of two,
she described the accusation as deeply "disturbing," noting her content consisted solely
of flowers and weddings.®

e Annabel Arnot (Aspiring Olympian): An 18-year-old Australian swimmer saw her
Instagram account, a vital platform for securing sponsorships that fund her training,
locked due to a false CSE accusation. She was informed a review could take up to 180
days, placing her Olympic aspirations in jeopardy.*

These cases reveal a disturbing pattern: resolution is often contingent not on the merits of an
appeal but on the user's ability to attract media attention. This effectively transforms
journalism into an unofficial, inequitable, and non-scalable customer support channel. The
capacity for human review and correction clearly exists within Meta, but it appears to be
gated by the corporate communications department and activated by the threat of negative
publicity, rather than being an integral part of the user-facing support structure.

1.2. The Economic Fallout for Small Businesses and Creators

For countless entrepreneurs, artists, and creators, Meta's platforms are not just social
networks; they are the primary infrastructure for their livelihood. Wrongful account
suspensions sever these vital connections, leading to immediate and long-term economic
damage.

Businesses report feeling as though they have been erased "from existence" online, losing
years of curated content, customer relationships, and their primary channel for marketing and
sales.? The sudden loss of access can induce "sheer panic" as business owners are cut off
from their communities and revenue streams without warning or explanation.? The financial
impact is not limited to lost sales. As detailed in subsequent legal actions, business owners
have also lost thousands of dollars in advertising funds paid to Meta for services on the very
platforms from which they were then summarily expelled.®

1.3. The Amplifying Voice of Discontent

The scale of this problem has catalyzed a significant grassroots response from affected users,



who have organized to demand accountability where official channels have failed.

e Grassroots Mobilization: A petition on Change.org, titled "Meta: Wrongfully disabling
accounts with no human customer support,”" has amassed over 40,000 signatures.’ It
serves as a central hub for user frustration, with signatories sharing feelings of being
"isolated and anxious and depressed" after losing their support systems, businesses, and
personal connections.” The petition's primary demand is for Meta to publicly
acknowledge the problem and be held accountable for its failures.’

e Online Communities as Support Networks: In the absence of official support, users
have congregated in online forums to navigate their predicament. Subreddits such as
r/facebook, r/facebookdisabledme, and the highly active r/MetaLawsuits have become
indispensable resources. These communities function as support groups where users
share experiences, warn each other about recovery scams, and crowdsource potential
solutions, including the complex process of taking legal action.™

Section 2: Anatomy of an Error: Inside Meta's
Automated Moderation Engine

The widespread and devastating errors detailed in the previous section are not random
anomalies but predictable outcomes of Meta's fundamental approach to content moderation.
The company's strategy, built on a combination of automated technologies designed for
immense scale, contains inherent flaws that make such mistakes inevitable. This section
examines the technical underpinnings of Meta's enforcement engine, the limitations of these
tools, and the critical disconnect between the company's rigid policies and the fallibility of the
technology used to enforce them.

2.1. The Dual Pillars of CSAM Detection

Meta's approach to detecting Child Sexual Abuse Material (CSAM) relies on a two-pronged
technological system designed to identify both previously known and newly created abusive
content.

e Hashing for Known Material: To identify copies of already-known CSAM, Meta employs
perceptual hashing technologies like its own PDQ system and the industry-standard
PhotoDNA from Microsoft.” This technology creates a unique digital signature, or "hash,"
for an image or video. This hash functions like a fingerprint, which can then be compared



against a central database of hashes from known CSAM provided by organizations like
the National Center for Missing & Exploited Children (NCMEC).” While highly effective at
finding exact or near-exact matches, this method is not infallible. Experts have described
“efficient attacks" that can alter images just enough to evade detection (a false negative)
or, more critically for this report, cause the system to incorrectly flag a benign image as a
match to known CSAM (a false positive).'® While industry sources claim an extremely low
false positive rate for PhotoDNA, these figures have not been independently verified and
are questioned by some security experts.'

Al Classifiers for Unknown Material: To detect novel CSAM that does not exist in any
database, Meta relies on artificial intelligence classifiers.' These machine learning
models are trained on vast datasets of both abusive and benign content to learn how to
recognize patterns, objects, and scenes that are indicative of sexual abuse. While
powerful, these systems suffer from the "black box" problem, where their internal
decision-making logic is often opaque and difficult to scrutinize.” Their accuracy is
entirely dependent on the quality of the data they are trained on, and this data can
inadvertently encode the biases of the humans who compiled it."” Academic research
confirms that datasets used to train such models are often not representative of the
complex, real-world content they are expected to analyze.”®

2.2. The Inherent Flaws of Automated Judgment

The core failure of Meta's moderation strategy lies in its reliance on systems that, by their very
nature, are incapable of human-like understanding. This leads to predictable and repeated
errors.

The Context Deficit: The most significant flaw of Al moderation is its inability to
comprehend nuance and context.” An algorithm cannot reliably differentiate between
malicious content and legitimate expression that may touch upon sensitive subjects, such
as satire, news reporting, health awareness campaigns, or art. This limitation was starkly
illustrated when Facebook's algorithms repeatedly flagged an iconic photograph of a
child victim of the Vietnam War and an image of a statue of Neptune for violating nudity
policies.”” These systems also struggle with cultural and linguistic differences, resulting in
a disproportionate number of enforcement errors against users in the Global South.?
The Impossibility of Perfect Accuracy: The sheer scale of Meta's platforms makes
perfect moderation accuracy a statistical impossibility. With billions of pieces of content
posted daily, even a system with a 99.9% precision rate will generate a massive volume of
false positives. As one analysis noted, a hypothetical 0.1% false positive rate applied to
one billion messages would result in one million incorrect flags every single day, requiring
a vast human workforce to review."® Scholarly articles argue that focusing on "accuracy"



as a metric is misleading, as content moderation involves inevitable trade-offs and "hard
cases" where no perfect answer exists.?*

e The Amplification of Error: Automation at scale does not simply make errors; it
"amplifies human error".?' Biases present in the training data or the assumptions of the
system's designers are encoded into the algorithm and then applied millions of times per
day with immense speed and minimal human oversight, creating systemic rather than
isolated failures.”

2.3. Meta's Stated Policy vs. Technical Reality

A fundamental contradiction exists between Meta's rigid enforcement policies and the known
limitations of the technology used to implement them. The company's zero-tolerance stance
on severe violations like CSE, which triggers immediate and permanent account deletion, is
based on the output of these fallible automated systems.’

This creates a severe mismatch in due process. Meta applies an irreversible, capital
punishment-style penalty (permanent account deletion) based on the probabilistic and
demonstrably fallible evidence generated by its Al. This structure violates the basic principle
of proportionality, where the severity of the punishment should correspond to the certainty of
the evidence. Legal systems require a higher burden of proof for more severe penalties; a
parking ticket needs less evidence than a life sentence. Meta's system inverts this logic, using
its least reliable evidence to justify its most extreme punishment, often without the crucial
safeguard of a mandatory human review to act as a circuit breaker between the Al's
accusation and the execution of the penalty.

Meta itself has acknowledged these shortcomings. In a January 2025 statement, the company
admitted that its approach has "gone too far" and that "we are making too many mistakes,"
estimating that as many as one to two out of every ten enforcement actions may have been
incorrect.?® This public admission of a significant error rate directly undermines the finality
and severity with which its automated systems disable accounts, highlighting a deep strategic
dissonance between the company's public relations messaging and its operational reality.

Section 3: The Support Labyrinth: Navigating Meta's
Inaccessible Appeals Process



For users wrongfully accused and summarily disconnected from their digital lives, the initial
shock of account suspension is quickly replaced by the profound frustration of navigating
Meta's customer support and appeals infrastructure. This system is not merely
under-resourced; users describe it as a deliberately constructed labyrinth of automated
dead-ends designed to deflect and deter contact. This institutional failure to provide recourse
has, in turn, spawned a predatory black market of recovery scams that further victimize users.

3.1. The "Black Hole" of Automated Appeals

Upon having an account disabled, users are typically directed toward an internal appeal
mechanism, but this process offers only the illusion of recourse.” The experience is
consistently described by users as a "black hole" and a "labyrinth of automated responses"
where meaningful review is impossible.?’

The process is a quintessential "circular" system.*® Users submit an appeal form, only to
receive an automated rejection or, more often, no response at all."” The system may request
identity verification documents, but these are often rejected by the same automated tools,
trapping the user in a loop.*? Crucially, there is no standardized way to provide exculpatory
context, challenge the basis of the Al's decision, or escalate the issue to a human reviewer.?
The core complaint from thousands of affected users is the complete and total absence of
accessible human support, which they report as being functionally non-existent.*

3.2. Meta Verified: A Pay-to-Play Support Channel?

In response to widespread criticism of its lack of support, Meta launched "Meta Verified," a
paid subscription service that promises, among other benefits, "Direct account support"
through live chat or email.*® This move effectively positions basic customer service—a
standard feature for most industries—as a premium, pay-to-play feature.

However, evidence from paying subscribers reveals a mixed and often deeply frustrating
reality. While some users have reported successfully recovering their accounts through Meta
Verified, it often requires extraordinary persistence, with success coming only after multiple
failed attempts with different support agents over weeks or months.*? Many other subscribers
report that the paid support is entirely ineffective. They describe agents as unhelpful,
providing generic or irrelevant "bs solutions," and ultimately closing support tickets without
resolving the underlying issue.*? Even users paying for "proactive account protection" have



found themselves hacked and subsequently unable to regain access through the paid support
channel they were promised.®’ This suggests that even the premium support tier may lack the
proper training, authority, or tools to override severe automated enforcement actions like a
CSE-related ban.

3.3. The Ecosystem of Desperation: Recovery Scams

The vacuum created by Meta's abdication of customer support responsibilities has been filled
by a burgeoning ecosystem of scammers. These malicious actors prey on the desperation of
locked-out users, flooding social media posts and Reddit threads with fraudulent offers to
recover disabled accounts for a fee.’

These scams often involve creating fake customer service phone numbers or impersonating
Meta support agents to trick users into handing over money, login credentials, or other
sensitive personal information.? This not only results in financial loss but can lead to further
account compromise and identity theft, compounding the harm already inflicted by the initial
wrongful suspension.?’ The emergence of this predatory black market is a direct and
foreseeable consequence of Meta's failure to provide a legitimate path for recourse. By
creating a population of desperate users with no official options, Meta has inadvertently
fostered the market conditions for these scams to thrive, making the company indirectly
responsible for the secondary harms inflicted upon its users.

Section 4: From Users to Litigants: The Law as a Last
Resort

When all internal appeals and support channels fail, a growing number of users are
undertaking an extraordinary step: they are suing Meta. This has led to the paradoxical
emergence of the legal system—specifically, small claims court—as an unconventional, costly,
and last-resort substitute for a functioning customer service department. This section
analyzes this trend, the legal arguments being deployed, and the broader landscape of
litigation against the tech giant.

4.1. Small Claims Court: The De Facto Appeals Channel



After being met with automated rejections and silence, users are increasingly turning to their
local small claims courts to file lawsuits against Meta."? Online communities like the
r/MetalLawsuits subreddit have become critical hubs for this activity, providing crowdsourced
guides on the filing process, sharing success stories, and offering moral support.'

This phenomenon has been aptly described as "customer service via lawsuit".*' For many, the
act of serving Meta with a legal complaint is the first and only action that elicits a response
from a human being associated with the company. However, this response comes not from a
customer support agent, but from a member of Meta's legal team. This dynamic represents a
form of "economic arbitrage" that exploits a fundamental inefficiency in Meta's corporate
structure. A user's problem—an account review that should be a low-cost task for a support
agent—is forced into a high-cost department (the legal team). The cost for Meta's counsel to
process a lawsuit, even just to review it, far exceeds the cost of simply having a support agent
fix the original problem. Consequently, it becomes economically rational for the legal team to
resolve the issue—often by restoring the account in exchange for the plaintiff dropping the
suit—rather than litigating it.

The outcomes of these small claims cases are frequently favorable to the plaintiffs. Many
report that Meta's lawyers contact them before the court date to offer a settlement, which
usually involves the reinstatement of the disabled account.’ In cases where Meta fails to
respond or send a representative to the hearing, users have won default judgments for
financial damages, covering losses such as wasted advertising spend and lost revenue.*

4.2. Legal Grounds for Action

The lawsuits, whether in small claims or higher courts, are typically grounded in several key
legal arguments:

e Breach of Contract: The central claim is that Meta has breached its own Terms of
Service (TOS). The TOS can be interpreted as a contract of adhesion between the user
and the company. Plaintiffs argue that by disabling an account without a valid basis and
failing to provide a fair and transparent process for appeal, Meta has violated its
contractual obligations of good faith and fair dealing.” While the TOS grants Meta broad
discretion to remove content and accounts, plaintiffs contend that this discretion cannot
be exercised in an arbitrary, reckless, or unconscionable manner.*®

e Negligence: Lawsuits also allege negligence, arguing that Meta has a duty of care to
protect user accounts and data. By knowingly deploying flawed automated systems,
failing to provide adequate security against hackers, and decimating its human support



staff, the company has acted negligently, leading to foreseeable harm.®

e Consumer Protection and Data Privacy Violations: Other claims are based on state
and federal consumer protection laws that prohibit unfair or deceptive business
practices.” For users in Europe, the General Data Protection Regulation (GDPR) provides

a powerful legal basis, granting individuals the right to contest automated

decision-making and demand meaningful information about how such decisions were

made.*®

4.3. Class Action Lawsuits and Broader Challenges

Beyond individual small claims actions, the systemic nature of Meta's failures has prompted
larger-scale litigation. A significant proposed class-action lawsuit, Isgur v. Meta Platforms,
Inc., was filed in September 2024, consolidating the complaints of numerous users. This suit
alleges a "repeated failure" to protect accounts from hackers and a systematic denial of
recourse, arguing these failures constitute a breach of contract and violate California's Unfair
Competition Law.*° Notably, the lawsuit explicitly connects the sharp increase in account
takeovers to Meta's 2022 and 2023 mass layoffs of customer support and security

personnel.*°

While not focused on wrongful disabling, other major legal battles against Meta—concerning
algorithmic discrimination in housing ads, the unauthorized collection of biometric data, and
the platform's impact on youth mental health—contribute to a legal environment of
heightened scrutiny.*® These cases establish important precedents for holding Meta
accountable for the societal harms caused by its algorithmic systems and business practices.
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Section 5: The Watchdogs Respond: Governmental

and Regulatory Intervention

The widespread failures of Meta's content moderation and user support systems have
triggered significant and growing pressure from governmental and regulatory bodies in both
the United States and Europe. This external scrutiny marks a potential turning point, signaling
a shift away from an era of platform self-regulation toward one of state-enforced
accountability and legally mandated due process for users.

5.1. U.S. State Attorneys General: A Bipartisan Front

A formidable bipartisan coalition of 41 U.S. State Attorneys General (AGs) has taken collective
action to address the crisis in user support. In a formal letter sent to Meta in March 2024, the
AGs highlighted a "dramatic increase" in complaints from their constituents regarding account
takeovers and lockouts, coupled with Meta's complete failure to provide assistance.’’ The



letter chronicles the "utter panic" of consumers who lose access to years of personal data,
business operations, and even stored financial information.*'

Significantly, the AGs explicitly connect this degradation in service to Meta's corporate
strategy, noting that the spike in complaints coincided with the company's mass layoffs of
approximately 11,000 employees in late 2022, many of whom worked on security, privacy, and
integrity teams.®' This represents a strategic legal challenge that focuses on Meta's own
business practices—such as providing inadequate security and making deceptive promises of
support—rather than on the third-party content it hosts. This approach may allow states to
circumvent the broad legal immunity for platforms provided by Section 230 of the
Communications Decency Act by targeting the company's direct operational negligence. In
addition to this coalition, individual AGs are launching their own investigations into Meta's
practices under state-level consumer protection and deceptive trade practice laws.>

5.2. The European Union's Digital Services Act (DSA): A New Paradigm
of Accountability

The European Union has enacted a landmark regulatory framework, the Digital Services Act
(DSA), which imposes a comprehensive set of legally binding obligations on Very Large Online
Platforms (VLOPSs) like Facebook and Instagram.®® The DSA fundamentally alters the
relationship between platforms and users by codifying rights to due process. Key provisions
mandate that platforms:

e Provide users with clear and specific explanations for any content moderation decision,
including account suspensions.

e Establish effective and accessible internal complaint-handling systems that are not
purely automated.

e Offer users access to certified, independent out-of-court dispute settlement bodies to
challenge platform decisions.

e Conduct regular risk assessments of their algorithmic systems and take measurable
steps to mitigate harms.

Failure to comply with the DSA can lead to severe penalties, including fines of up to 6% of a
company's global annual revenue.>® The European Commission is already actively enforcing
the law, having launched formal proceedings against Meta for potential breaches related to
inadequate policing of illegal content and failures in its "notice and action mechanism" for
reporting harmful material.>® Early data from EU-certified dispute resolution bodies is already
revealing the extent of moderation failures; one report found that over 75% of platform
content removal decisions that were appealed through this new channel were ultimately
overturned, a damning indictment of the accuracy of the initial, predominantly automated,



decisions.” This legislation is effectively creating a two-tiered global system for digital rights,
where users in the EU are legally guaranteed a level of transparency and recourse that is
currently denied to users in the U.S. and other jurisdictions.

5.3. Federal Scrutiny (FTC)

In the United States, federal regulatory pressure on Meta continues to mount, primarily from
the Federal Trade Commission (FTC). While the FTC's current major actions are not
specifically centered on wrongful account disabling, they create a broader context of intense
legal and regulatory scrutiny. The agency is pursuing a major antitrust lawsuit seeking to
break up the company by forcing the divestiture of Instagram and WhatsApp.*°
Simultaneously, the FTC is taking aggressive action to enforce privacy orders related to the
company's handling of user data, particularly data from children and teens. In May 2023, the
FTC proposed a blanket prohibition on Meta monetizing data from users under 18, citing the
company's alleged violations of a 2020 privacy order.®’ This focus on privacy, youth safety,
and deceptive practices intersects directly with the issues at the heart of the account
disabling crisis.

Section 6: A Comparative Perspective: Moderation
and Appeals Across Platforms

To determine whether Meta's systemic failures in moderation and user recourse are an
unavoidable industry-wide norm or a specific deficiency, it is crucial to compare its practices
with those of its major competitors. This analysis reveals that while all large platforms struggle
with content moderation at scale, Meta's approach is a notable outlier in its lack of a
structured, transparent, and accessible appeals process for its general user base.

6.1. YouTube: A More Structured, Albeit Imperfect, Process

Google's YouTube provides a more defined and procedural approach to account appeals than
Meta. When a channel is terminated for Community Guideline violations, the user is presented
with a clear appeal process within YouTube Studio.®* The platform communicates specific



timelines, noting that reviews will receive a decision within 14 days, and that users whose
appeals are rejected can re-apply to the Partner Program after 90 days.®?

Furthermore, YouTube offers distinct appeal tracks for different types of violations.
Copyright-related terminations, for example, are handled through a formal legal process
involving counter-notifications, which can be submitted via email or mail.®? Uniquely, YouTube
also offers some partners the ability to submit a "video appeal,” allowing a creator to provide
visual evidence and a spoken explanation of their case—a mechanism for providing context
that is entirely absent from Meta's text-only forms.®® While the system is far from perfect, it
provides a degree of procedural clarity and structure that stands in stark contrast to Meta's
opaque and unresponsive system.

6.2. X (Formerly Twitter): A Shift Towards Community Moderation

X has moved in a different philosophical direction, pioneering a decentralized moderation
system called "Community Notes".* This model empowers eligible users to add factual
context to posts they deem misleading, prioritizing contextualization and public debate over
outright removal or censorship. This represents a fundamental divergence from Meta's
historically top-down, enforcement-heavy approach.

In a move that underscores the influence of this model, Meta announced in January 2025 that
it would begin phasing out its third-party fact-checking program in the U.S. and adopt a
similar "community-driven system".®* While X's formal appeal process for account
suspensions remains a relatively basic web form, its overarching strategy has shifted the
focus of moderation itself.

6.3. Synthesizing the Differences

The existence of more structured and transparent systems at competing platforms like
YouTube demonstrates that it is technologically and operationally feasible for a large-scale
platform to offer a fairer process. Meta's profound failures in this area are not an unavoidable
consequence of its size but rather the result of specific policy choices and resource allocation
decisions that have prioritized low-cost, scalable automation over user rights and procedural
justice.
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Section 7: Conclusion & Strategic Recommendations

7.1. Synthesis of Findings: A System in Crisis

The evidence compiled in this report points to an undeniable conclusion: Meta's approach to
content moderation and user support has created a systemic crisis of due process. This is not
a story of isolated errors or an under-resourced department, but the logical and predictable
outcome of a corporate strategy that prioritizes automated enforcement at a global scale
above the fundamental rights of its users. The company's dual failures—the deployment of
flawed, over-aggressive Al to make life-altering judgments and the simultaneous dismantling
of accessible human channels for recourse—have fostered an environment of digital precarity.
Innocent users are subjected to devastating and defamatory accusations, their digital lives
and livelihoods are obliterated without warning, and they are left with no viable path to
redemption within the platform's ecosystem. In response, users have been forced to
externalize the cost of this failure, turning to journalists, regulators, and even the court system
to perform the basic functions of customer service. This model is unsustainable, unethical,
and increasingly untenable in the face of mounting legal and regulatory pressure.

7.2. Recommendations for Meta Platforms, Inc.

To address this systemic failure and begin to rebuild trust with its user base, Meta must
undertake a fundamental overhaul of its enforcement and support philosophies.

e Procedural Justice Reform: Meta should immediately establish and publicize a clear,
transparent, and accessible multi-step appeals process for all users facing account
suspension. This process should be modeled on the principles mandated by the EU's
Digital Services Act and applied globally. It must include binding timelines for review,



clear explanations for initial decisions, and a guaranteed right to escalate an appeal to a
human adjudicator, especially for cases involving severe penalties like CSE-related
suspensions.

Decouple Detection from Punishment: The company must implement a mandatory
human review "circuit breaker" that sits between an automated system's flag for a severe
violation and the execution of a penalty like account disabling. An Al's probabilistic
assessment should serve as a flag for human review, not as a final verdict and sentence.
The fallible nature of automated detection must never be the sole basis for an irreversible
punishment.

Reinvest in Human Support: Meta must make a significant financial and structural
reinvestment in a robust, multilingual human customer support infrastructure. This team
must be trained and empowered with the authority to investigate and overturn wrongful
automated decisions. Basic account support should be considered a core operational
cost and a fundamental user right, not a premium feature available only to paying
subscribers.

Increase Algorithmic Transparency: In line with its January 2025 pledge, Meta must
expand its transparency reporting to include detailed, audited metrics on the false
positive rates of its various automated moderation systems.?® When an account is
disabled, the user should be provided with a more specific explanation of the alleged
violation and the evidence that triggered the decision.

7.3. Recommendations for Affected Users

While systemic change is necessary, users currently facing these issues can take strategic
steps to protect themselves and seek recourse.

Documentation and Prevention: Users, particularly small businesses and creators,
should actively diversify their online presence to avoid sole reliance on Meta's platforms
for their customer relationships and digital archives.? If an account is disabled, it is critical
to immediately take screenshots of all suspension notices, appeal forms, and any
communications with Meta to create a comprehensive evidentiary record.*

Avenues for Escalation: A clear escalation path has emerged from user experiences.
First, exhaust all internal appeal options, however futile, to document the failure of Meta's
official channels. Second, file a detailed consumer protection complaint with your State
Attorney General's office. Third, for users who have suffered demonstrable financial
damages, filing a lawsuit in small claims court has proven to be a highly effective method
for compelling a response and achieving a resolution.



7.4.

Recommendations for Regulators and Policymakers

The failures at Meta highlight the urgent need for a robust regulatory framework to govern
major technology platforms.

U.S. Federal Legislation: Congress should prioritize the passage of federal privacy and
platform accountability legislation. Such a law should draw inspiration from the
procedural justice principles of the EU's Digital Services Act, creating a national standard
that guarantees all U.S. citizens fundamental digital rights, including the right to a
transparent explanation for moderation decisions, the right to a timely appeal before a
human reviewer, and access to independent dispute resolution.

State-Level Enforcement: State Attorneys General should continue to leverage their
authority under existing consumer protection and deceptive trade practice laws. The
current bipartisan inquiries should escalate from letters of inquiry to formal investigations
and enforcement actions, focusing on Meta's deceptive promises of security and support
and the tangible harm caused by its operational negligence.

FTC Action: The Federal Trade Commission should launch a specific investigation into
Meta's account disabling and appeals process as an unfair and deceptive business
practice. The investigation should scrutinize the disparity between the "support"
promised to paying Meta Verified subscribers and the actual service delivered, as well as
the broader failure to provide any meaningful recourse for the millions of non-paying
users who form the foundation of the company's business model.
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