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Business Community
e KPIs: e Feedback

e Revenue e Requests

e Engagement e Happiness

e Retention
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Walking the Tightrope of Needs
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Walking the Tightrope of Needs
e [hink like the Product Team

e Investigate Vocal Members

e Increase Community Visibility
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D U Q n t? Please help or i quit forever. Happy New Year!
i quit out of
| )
| quit this g: ‘
1
|
| }
| |
quit this gar: E
. |
Please help or 1 quit forever. Happy New Year! t
« |
this why | quit a long 1 quit because no one on the team is playing anymore.
time ago
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Do Users Quit?

e 1day (13%) e 30 days (4%)
e 7 days (5%) 60 days (9%)
e 14 days (4%) e No lapse (65%)
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Do Users Quit?

30%

22.5%

Industry Average

159% 13%
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Do Users Quit?
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Think like a Product Manager

. i "t. iy
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Working with your Product Team

e [hink like a Product Manager

o KPIs:
e Revenue
e Engagement
e Retention
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0.6% <1%

nnnnnnnnnnn

B Unique User Posts [l Everyone Else Il Spending players Non-Spending
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Case Study

e Automatic vs. Manual Features

e 68% Positive to Change
e 16% Negative to Change
e 17% Neutral to Change
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Case Study

40%

[30 days] *WIP* Real % Change [Group 1 to 3, See Legend)
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Investigate Vocal Players

. SGMEQNE'S GOT Tgl':‘”j; i

THIS ISEDUT OF CONTROLIIT
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Investigate Vocal Players

e The case of “Martha”  Tickets (80)

WHY DID YOU SAY THAT NAME?
., ‘PN . '
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Nov 15, 2018 16:09

. ‘ ‘ CO M M U N ITY Hi Mickey thanks for responding. and sorry for the typo.. auto correct did this not me...... lol sorry again
Feb 07 19:14 Feb 06 12:4 ) )
s ) | will check back and hope it comes back.
ok i had to reboot my iPad to see them lwanted to pUrCha . .. oo e et s« rmree e en ) )
MANAGEMENT ot OK I bought it to try it out
—_— S UMMI T—m— Nov 02, 2018 10:34

this ne

i should have bought this first
t 20 dollars more. 22? before i bought the 39.99 gem package
as | could have then used the gems to buy more gold

Friday morning still no free cash. All 6 of them. None since Wednesday

e {15 Tacin and if we get the boxes every three hours instead of every 4 with the VIP

[ | ; :
And please explain this is this only for a month
V e S I g a e O C a a y e S and is it going to add up as during the night when we are asleep does it add
I l I up

Jan 14 13:56 same as jeopardy world tour
Hi max. Thanks for reimbursing me.

HAve a good week!

Jan 11 21:35
. . Nov 06, 2018 17:01
Nov 06, 2018 11:42 Dec 17, 2018 16:44 ov ue, LOST 125K
Hi Max thank you for your response. well ok..... | guess | h Thank you Dave - | get a lot of thesg messages Trom Apple Nov 26, 2018 18:08
Here is what | wrote on reviews al them i ystery boxes then. and when | buy something | get the invoice within hours or a day

| think this should be fixed and | ¢
| spent money on this game
Don't tell me to reboot as | did. And | ga

Hi Dave thanks for the reply i don’t understand or does this mean it would

- ) cause double as in139.99 x 2
anyways lets hope this issue with the free cashg

) on sunday | answered and you haven't answered
anks again

LITTIIDIIVUL Wiy nnginnigL i yvuu

018 18:08
Yesterday 15:48

B 2018 14:58 if mean please. 50% off 139.99. So half off .
HI MAX ! ’
: ; but this is what shows e3 Bn game. So a
| always play on my iPad. and nothing y .
ament does not load. Not th iPad or wifi. ; Fob 08 13:89 o

| told you in my email that | started to pl 9 St ns when | go to game. Littl fdle just keeps i please do bring it up to your team- as

= ne chaild Aafini arninht et ae §
Saturday in Rome for 250 K Here is scre Bting and never got to play as | * 2= in Jeopardy World Tour.

| tapped on Play for 250 and went to the game D%
question and the game froze.
which | also told you in the email.

message. have : 'ght.

| 2018 19:36 : mething new. St game see

g same screen ) ) ;
es and openin . 5¢ of where icon

| could not not click on

Was

. : : b 07 19;
Nov 06, 201 had t3 !

HI Max are others .vw. yoyg wis | ght 39 nd did

alled and it is working now but | have a

yes | understand what you are saying but

21:26 i will not sper™s is fixed

people are not getting cash to play with and have to | sh - so there must be a reason for it

now very very very dissapointed The sale for cyber Monday says 139.99 and 50% off. What does this
y 250 k back thanks anditwasinRC T -

you have developers and techs to fix i

but

ALSO i see it flashing for the cash and then nothing.... Nov 26 2018 11:41

Monday morning

Nov 06, 2018 11:50

oh and by the way i see the free cash flash by and still nothing 6 days!
so your explaination is not fully explained. why see it flashing

Saturday 21:18 Nov 23, 2018 18:09 needless to say this is not good and it is very frustrating
if this i . i i Here is screenshot
anyways very disappointed. Nf” sure if this is a bug but at 7_.08 saturday.mght march 9 i went to play _ Nov 26, 2018 18:16
Dec 17, 2018 16:34 with 250 k. The game froze so i went out of it rebooted and lost my cash i 1@ thanks
; j i i Nov 06, 2018 16:28 ) - ) . -
GET in tousch with thase involved Hi Dave thanks for your reply. yes | see all the thr was going t'o start a'g'ane with and could not start. | lost cas.h apd when i ' ov 06, ’n't you think where it is says 50 percent off it tells the public that it is
opened up ipad againi was down to 4,833, 466. And before i clicked play i I JUST GOT AN EMAIL FROM APPLE: WHATISTHIS e 129 99

but when i go to customization all i see is what i sh had 5,083,466. | would likemy 250k back. Thanks. sasms Hsa thad

nOthing on my avatar DPTIIU HIVIITY VI UnD Yalie and it is fr Nov 06. 2018 11:35

what am | deing wrong ?2?2? Feb 07 19:10 _ ' ' , , kah d lik ing -

See not there Hi see screenshot | was told to get in touch with you K @ hope you dont get snow like we are getting :-(

re the free 6 cash rewards. today is day 6 and nothing
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Investigate Vocal Players
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e [he case of “Martha”
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Investigate Vocal Players
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Investigate Vocal Players

e Intfroduce a new Stage

» Accessible past the current level cap NEW STAGE!
e Lower RTP/Higher entry cost | NEWYORKCITY

Level 245 Required!

e Higher win rate

GDC MARCH 18-22, 2019 | #GDC19
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Investigate Vocal Players

ARPPDAU WS = Duration [Engagement in minutes) per Day
— 245-364 Averaae 245364 NJD Spent per Match =
+22% - -=90% - +1 0090
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Increase Community V|S|b|||ty
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Increase Community Visibility

Create opportunities for everyone on your team to

connect with player feedback

New Millionaire message New Millionaire message

Hi, In tge previous challenge | finished in 16th place and was awarded

. . -
200 diamonds but | did not level up from Silver | to Silver Il. Can this be How do i quit the game and receive my accumulated dollars?

. fixed How do i quit the game and receive my accumulated dollars?
J e O p a rd y Hi, In tge previous challenge | finished in 16th place and was awarded Name Email

200 diamonds but | did not level up from Silver | to Silver Il. Can this be

fixed .
® ® Name Email Category Version
jeopardy-community

Category Version Platform User Agent

report_a_bug 17.0.2 ios

millionaire

millionaire-community Guid

Created today at 2:22 PM
Created today at 4:11 PM
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‘ Jul 5,2018 at 10:30 PM 0 0

Increase Community Visibility

Feb 17,2019 at 3:51 AM 2 1

*

Dreadful app do not use.

Feb 20,2019 at 9:06 AM 1

X

ruin the game wwtbam that i grew up with.

® Feb22,2019at6:18 AM 1fe 0 #' 0
bad
Feb 26,2019 at3:08 AM 1 0 #1 0

sucks... .

Aug 13,2018 at 3:09 PM 1 © 0
Feb 12,2019 at 10:28 PM 1f¥ 1 0
*x
Terrible game. *
If you idiots had a brain you'd take it out and play with it.
Feb 20,2019 at 11:49 PM 1 0 0
Y B Jul 16,2018 at 1:09 PM 1# 0 0
Rubbish *
Pile of garbage.
Feb 17,2019 at 5:32 PM 1 0 0
* Feb 22,2019 at 6:07 AM 1 1 0
Pathetically stupid
This game is trash.
‘ Jan 31,2019 at 8:12 PM 0 0
Feb 20,2019 at 3:41 AM 0 0 *
It's utter garbage Feb 23,2019 at 6:30 AM if# 0 0
shttttty *
terrible
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Increase Community Visibility

‘ Dec 31,2018 at 8:31 AMI® 0 0 O Feb 21,2019 at 6:24 PM iy 0 0

* " Jan 13,2019 at 12:49 AM 1I¥ 0 0
reat game
greatd It's fun to play *
it is very good game
. Feb 19,2019 at 5:57 PM if¥ 0 0
o Feb 8, 2019 at 4:06 AMifs 0 ' 0 *
i * best game ever & ' Feb 22,2019 at 3:44 AM I 0 0
ok good Feb 12,2019 at 12:08 AM 1If# 0 0 *
* very good
love this app it's a really great app an whoohoooooooo
\‘ Jan 31,2019 at 7.47 PM 1 0 0
Feb 10,2019 at 7:29 PM 1f# 0 0
x O Feb 24,2019 at 8:25 AM if¢ 0 0 G
| love this game very addictive:: i *

_ | really like this game.
..... a good little game .... fun to play!
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Increase Community Visibility

O COMMUNITY
"=

4:05 PM
@channel Hi community team! We are discussing ways in which we can

merge old users from ab test groups into the same experience heading into

worldwide, and have been considering a "make it right" campaign
where we would communicate to all users the changes and gift the users

affected some free gems for the inconvenience. The thought was to use a
swrve pop-up for the communication, and have the gift sent to their mailbox.
We just would like to confirm exactly what the gifting flow looks like for
users to ensure it will work as we are thinking. Any help is appreciated!

MARCH 18-22, 2019 | #GDC19
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Increase Community Visibility

Thank you
What are players getting?

Where to claim the qgift

NTS

Thank You!

Logging in today, you'll find we have made
some big changes to
improve the game experience.

As a way of saying thank you for being one of
the first to play Who Wants to Be a Millionaire and
for helping it grow, we're sending you a free gift!

Claim your gift from the in-game mailbox!
We sincerely thank you for pI'a:ﬂyan!

H
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Increase Community Vis

i don't want to play an opponent. i want to play by myself. hope can i decline to play an opponent and Sep 14, 2018 20:49
instead play alone? i don't see where i can toggle that option. Why is it in the new game u go back to were u beat the player that lost it means u are never going to
make money and go up the leader board so annoying

Sep 14, 2018 14:33
what is going on now. you changed the game. i have experts | know as i got them in the boxes i won
and also every four hours. Now when i try to use an expert it shows a count down of minutes. why is
this. how do i use them. If i cant then i will be deleting the game. its ridiculous now very confusing to
me. it dont even sh
i have spent at leac

Sep 17, 2018 15:25

WALl (i that mana Hla A viarms miianial aamanian Af viAai AnAalna thvaiiala A:ﬂn:‘:ﬁaﬁt effort tO make the

Sep 15, 2018 18:33 bur customers was taken
Hate the new format. Why change what was working?

1

how con

Sep 15, 2018 17:02
this new format is ridicule:

, — . 1
cant progress & you are | Eue—c—— so has there been any update to the game or is it a bug that now forces us to play against other players

to win either coins or reward boxes as this one's going to be harder for us to progress on the weekly
leagues also a lot harder for us to complete daily tasks
Sep 15, 2018 22:42

Is it possible to decline the "play an opponent" play? If so, how? | stopped playing because | don't want Sep 15, 2018 14:40
to play against someone else. Now I'm going to demote a level. I don't like competing against one oppenent is the original app available still?

Sep 15, 2018 16:29
this new change is horrible. if you dont change it back im deleting
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Increase Community Visibility

Complaint Reports
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Increase Commun

Q‘ 1731599 (o) PP 69 (o

?
32/81 EXPERTS

LONDON

“$ 10,000
M,22,400 ¢y 90

The National Lacrosse League named Mark EMILY BRONTE
A plant with the botanical name "brassica" Matthews of which team based in

belongs to which vegetable family? Saskatchewan as MVP for the 2017-18 As a child, she wrote
season? fictional stories about a box
% 5/6

of toy soldiers, which
by i W@ s prepared her to write her
\/ O (T = LOCKED classic (and only) novel,
Wouthering Heights.

(R 3 TAeada

LOCKED

Carrot

Cost to Upgrade:

LOCKED

. ) 2,500 1R+ 9/12
& 5/6 , : (M) : 2

e Cabbage ! ) < ’
~N xS
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Increase Community Visibility

@ @ 1731599 () PP 696 (o @ @ 1763599 (el Y 728 (on

32/81 EXPERTS 32/81 EXPERTS

LONDON

m EMILY BRONTE

w [ 2% )
LOCKED As a child, she wrote

fictional stories about a box

* : é" == |
X 5/6 ‘ , ‘ﬂ‘w r of toy soldiers, which
@ | - ‘ ! - } prepared her to write her
4 f ) O LOCKED U L
e ! = Ly 13 LOCKED %

classic (and only) novel,
Wouthering Heights.

SYDr .

Cost to Upgrade:

LOCKED - ' = @.2,500 3R> 9/12
& 5/6 y : &

@y o
COLLECTED 4 | 1 b 3 . ‘g] ‘ ﬂ
\/ ¢ LOCKED w | DA & <
| ‘ = 2 E 7 4 e >

NEwW DELHI

CATHERINE HELEN SPENCE X

7 e
() e e >

Once called the "Greatest
Australian Woman", she
penned novels about
improving treatment of
women and children, and
raised 3 families of orphaned
children.

(R SARA

. )
Expert Available In: 1) 07:52:32

Cost to Upgrade:

Q‘ 2,500

-&* 4/12

—

H
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Increase Community Visibility

: -eb 10 112
Feb 01 07:08 et iR 1828

a lot of my expert cards have a what looks to a clock on them. could someone tell me what this is
and used for.

What does it mean when there is a little alarm clock on an expert's square?

Feb 03 18:05
What is the Expert aviable in ??hrs and ? Mins mean within the expert boxes?

Feb 02 09:~° Jan 30 16:29
What do the alarm ¢
Experts Reporting Trends
locks on some of the experts?
Jan 30 06:03 lage 'upgrade available in
why have the experts having &
Jan 31
What is the alarm 2:1
tk on an expert mean?
Jan 28 20:00 N LA TN\ ,_.,-"/7‘\* N\ A T\ [~ | :
When upgrading an expert | T AV B B =i N e
M in the middle. What does t ‘
0
Nov 18 Dec '18 Jan 19 bay to gpgrade how do yog zfctually
gen waiting as timer ends it just
Jan 18 17:30 have tried both before time ends
How long do my expersts rest for as | used them H‘s morn'ng agout 930 pm and it us now 8:30 Jan 30 18:12 aswe do i do this ?
pm but only 5 available which is what | had left this morning, | have been able to have all 41 hi, what is the M thingies by some experts please
available twice a day i.e. morning and evening.
Feb 27 09:08 Feb 23 11:07 Jan 31 20:10
what does the clock mean on the experts what are the alarm clocks on the experts? how do they work?

What does it mean when there is a clock next to the expert and it says
expert available in a certain amount of time?
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Increase Community Visibility ..o

Dec 20, 2018 23:07 Dec 22, 2018 06:12
How do | get rid of the default setting so | can customize my picture frame Why can | not add customisations to my profile picture? When | select the tab it just states 'default' and Y sign

Dec 17, 2018 02:15

why can | not change my profile or customize it and just says default Dec 17, 2018 09:41
Hi! Sorry! I'm playing Millionaire and I'm unable to customize my avatar. Nothing major.

Dec 16, 2018 10:44
How can i customize my icon?

Dec 12, 2018 22:59 Dec 14, 2018 14:08
how you get to customize your avatar.i was wondering why cant i customize my photo with the icon
Dec 14, 2018 12:29
How can | customize my account? There i1s nothing under the customize tab. Dec 16, 2018 14:07

wont let me customize?

Dec 18, 2018 06:41 Dec 16, 2018 19:09 Dec 15, 2018 21:48
| am trying to customize my profile but i am unable to do so how do | customize my profile icon. System does not have a place to add accessories, rings etc How do you customize your charater ?

Dec 14, 2018 12:29
How can i customize my account? There is nothing under the customize tab.

Dec 25, 2018 13:37 Dec 17, 2018 00:09

Why do i only have 3 frames to choose from how do you customize? do you need to have a certain amount of points? coins ? or what?
Dec 15, 2018 21:04

Why am | unable to customize my profile photo?
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Increase Community Visibility

HQ @ a8 () PP s0

B efO re ' cﬁowmg;; Aft er ' " e oMzt

 Unlock e Unlock
options ? R options
not present present

* No FAQ * FAQ

ok CUSTOMIZATION FAQ (X
AN

Collect Customizations by opening
Mystery Boxes. The Rarer the
Mystery Box, the better your

chance!

Customizations are sometimes
available in Limited Time
Events, so be sure to check out
the rewards!

Frames change the look of your
frame wherever your Player Avatar
is shown.

Accessories are special additions
to your frame and appear
wherever your Player Avatar is
shown.

Patterns change the way your
scores look on the leaderboard,
and also apply to your Profile page.

Customization,
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Customization Complaints

17. Dec 24. Dec
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Balancing Community and Business

e [hink like the Product Team
e Speak to their KPIs

e Investigate Vocal Members
® These are your “VIPS”

e Increase Community Visibility
e Increasing community value to the team

GDC MARCH 18-22, 2019 | #GDC19
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Thank you!

@Nicktrunks

MARCH 18-22, 2019 | #GDC19



