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Congratulations 
●  Your game 

launches on 
Tuesday! 

●  But wait… 
something is 
wrong… 



Launch Experiences 



What are we Covering? 
●  Runway to Launch 

•  Materials 
•  Best Practices 

●  Launch Window 
•  Triage Flow 
•  Live Ops Dashboard 

●  Questions in wrap up room 



Runway to Launch 
Preparing for take off 



Angry Best Buy Guy 
Customer Support 
gathered more info: 
●  PC preorder 

consumers at retail 
●  Limited Edition copies 
●  Missing bonus content 

when installing the 
game 
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Define Your Partners 
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Recommended Materials 
●  24x7 Coverage plans 
●  Countdown to Launch Calendar 
●  Data Dictionary 
●  Digital Offering and Unboxing Guide 
●  End-to-End Flows 



Other Best Practices 
Recommendations 
●  War Room 
●  Kill Switches 
●  Localized Support 
●  Onboard 3rd Parties 



Launch Window 
Dealing with Live Issues 



What were our Challenges? 
•  Unclear support and escalation paths 
•  Little awareness of partner issues 
•  No aggregate list of issues 
•  No common format for reporting status 



Our Solutions 
Unclear support and 
escalation paths 
●  Define shifts for the title, 

usually for 2 weeks 
●  Gather names and contact 

details with each partner 
●  Make this data accessible 
●  Train everyone on triage 

flow 



Our Solutions 
Little awareness of 
partner issues 
●  Put all partner team 

reps into the triage 
flow 

●  Setup shift handoff 
calls to sync status 

●  Run a war room 



Our Solutions 
No aggregate list of 
issues or common 
reporting format 
●  Accessible Confluence 

& JIRA 
●  Reduces manual work 

for tracking and 
reporting 
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None 



Triage Flow 



Live Ops Dashboard 



Live Ops Dashboard 



Live Ops Dashboard 



Results 
•  Achieved our goals 
•  Used by several teams 

•  Others have had spin-off ideas 
•  Another perspective 

•  FIFA Live Team differences 



Closing Thoughts 
●  Key messages are simple: 
•  Cross-functional planning 
•  Open communication 

●  Applies to any team, not just AAA or LR 

●  How does your team do it? 



Questions in Wrap Up Room 
Thanks for listening! 
 
 
 
Ashley Bennett, @ashleydb, abennett@ea.com 
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