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Who Am I?

● Senior Producer at Big Viking Games

● Primary title at Big Viking is YoWorld

● A guy who LOVES games!



Where did I come from?

● Started in AAA back in the early 2000s

● Worked in QA and player facing roles, then 
moved into production

● Have been in mobile/Casual for the last 8 
years





What Is YoWorld?



Falling On Deaf Ears

● Malicious Cash Injection Damaged Economy

● Item Quality Took A Dive

● Players Began To Leave In Frustration



NOT LISTENING TO YOUR 

PLAYERS

CAN KILL YOUR GAME



Players Are People Too!

● Players are more than just dollar signs and 
data points

● They’re unique and interesting people who 
are craving great experiences

● There are WAY more of them than there are 
of us!



The Value Of Players
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The Power Of PEOPLE

● One tester in one day of work = ~8 hours of 
exposure

● 50,000 players in 5 minutes = 4,166 hours 
of exposure

● That’s 520 workdays of testing!!!
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Regaining Our Players Trust

● Use Pillars As Constant Touchstone

● As a highly social game, safety is top 
priority

● Showed hackers we mean BUSINESS.



Players Are People Too

● Our Industry Is Evolving, And Player 
Expectations Are Much Higher.

● The Marketplace is VERY Noisy.

● Need To Find Ways To Cut Through!



Demographic Surveys

● Great for things like Age, Gender, 
Geography, ETC.

● In YoWorld, ~70% of players are Female.

● 70% of our spenders are Female as well.







Engagement Surveys

● Used to evaluate effectiveness of 
engagement efforts

● We utilize quarterly “report cards” to 
monitor improvement

● Have driven our engagement significantly



Player Generated Content





Engagement Surveys

● Coming up with new ideas isn’t always easy, 
but…

● We know LOTS of potential content 
generators!

● Find out what they want, and DELIVER!



Post Release Surveys

● Every release is an opportunity to improve

● Make sure you measure both objective and 
subjective feedback

● Plan future releases based on feedback and 
data





Measuring Feedback

● Always Validate Your Feedback With Data!

● Sales figures, participation numbers and 
other analytics are critical

● Create feedback and improvement loops for 
your team



Deciding What To Listen To

● Not all feedback is created equally

● Balance player feedback with long term 
objectives

● Pay close attention to your sample size





Getting Them To Talk

● Not everyone wants to share their opinion

● Sometimes, we need to incentivize players 
to talk

● Sometimes, we need to start the 
conversation



Getting Them To Talk

● Normal survey response rates are under 
40%

● In YoWorld, our average response rate is 
63%.

● With rewards, response rate is OVER 90%!





Rewarding Player Behavior

● Small tokens and character adornments are 
highly effective.

● Always show your gratitude and 
appreciation!

● Most of the time, reward after, not before.





How Do We Know It’s Working?

● Our DAU growth is 30% won back players.

● On average, the items that are created 
based on player feedback perform 20% 
better.

● Our ARPDAU is up almost 40%!!!



Added Benefits

● Caring helps engage your players with your 
team

● Caring engages your team with PLAYERS!

● Live ops can be a grind.  Relationships can 
help keep the flame burning.





Takeaways

● Remember the human side of gaming

● Find out who your players are and what 
engages them

● Create pillars and standards that you and 
your players understand



Takeaways

● Reward the player behaviors you want to 
see

● Follow up quickly and decisively on player 
feedback

● Make players part of the team!



Caveats

● Agency breeds passion.  Passion can be 
misinterpreted as anger

● Beware your vocal minorities!

● Maintain control of the conversation 



Caveats

● Find ways to keep players busy and 
engaged

● Don’t take feedback personally

● Have clear cut rules of engagement, and be 
consistent in your follow through



Questions?
@thejacobvshow


