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Negative Reviews (Begin in the Forums)

or

the Steam forums are important and you should really check them

Chris Hanney (he/him)
Loud mouth Australian living in Belgium °

» Only here for your burritos

Twitter: @HanneyChris
Mastodon: @hanney@mastodon.gamedev.place

#GDC23




Hello! I’'m Chris Hanney

e Space Pirate Trainer (2016)

ommur OA

Pre-pandemic oy B 5 )
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Hello! I’'m Chris Hanney

e \Vlaams Audiovisual Fonds, Marketing
advisor

Post pandemic
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Let’s talk about Steam Forums

March 20-24, 2023 | San Francisco, CA  #GDC23 GDC



Negative reviews start in the forum

10 to 15% of negative reviews on Steam are caused by
*‘\

unresolved problems were communicated on the Steam store
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Why Steam reviews matter

“* Your Store New & Noteworthy Categories Points Shop News Labs

e Reviews are prominent on
the store front Shredders —

Break into the snowboarding event of the year in the
hope of scoring a wildcard entry to an exclusive
invitational. To prove you're up to the challenge,
master the art of park riding, buttering, rails and
massive kickers and earn your place in the world of
snowboarding.

Very Positive
Overwhelmingly Positive

Overwhelmingly Positive s ol ~ > FoamPunch

FoamPunch

Sports Snowboarding Multiplayer Simulation
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The Steam feedback cycle

e Customer buys game
e Finds an issue (my keyboard does’t work!)
e Writes about it on Steam Forums
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No one has rated this review as helpful yet
1 person found this review funny

¥ Not Recommended
0.0 hrs last two weeks / 4.3 hrs on record (3.3 hrs at review time)

Posted: 19 Feb @ 6:48pm

Dont buy the game, it has a lot and i mean a lot of bugs and issues when playing, its that bad
that after 15 minutes of playing it stops reading controller inputs

Was this review helpful? &, Yes &'No Funny 9 Award L

Write a developer response

In most cases, you should only respond if you need to address a specific issue or clarify

misinformation. For suggestions on when to respond, please view this Moderating Best
Practices guide.




Case study games

e Shredders (2022)
e Deliver Us Mars (2023)
e Total War: WARHAMMER III (2022
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Studying the reviews & forums

1.For each game, get all reviews from Steam
2.For each negative review, get the reviewers’ forum posts
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94% of the 155 user reviews in the last 30 days are
positive.

Very Positive
Overwhelmingly Positive

17 Mar, 2022

FoamPunch
FoamPunch
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1490 reviews
Negative reviews: 70 (4.6%)

1081 forum posts (~ 4 posts for every 5 reviews)

220 forum posts by team (20%)
Negative reviews that originated with a forum post: 7 (10%)

GOC



BiG~ % 5.a

Cant load other zones game, game has
permanently freeze

| can't load the game and go beyond my place of residence.(on the 9th save and
quicksave, | can't go into the swamps, the game hangs tightly)

it looks like the zones of the world have been lost and now | can't reload them in any
way.

importing game doesn't work, the game hangs the same way.

can anybody help me or something else?
Or have | lost my save forever?

my save game

https://ufile.io/g03n7yfw - y ’

kenshi log

https://ufile.io/f904gins

kenshi info log

https://ufile.io/9rgufkcd

save log

https://ufile.io/S5kayiye And 31 minutes later..

Not Recommended
0.0 hrs last two weeks / 93.4 hrs on record (58.7 hrs at review time)

® 1:46pm

Kakum TO obpa3om cnomManuch COXpaHeHUA U BCe NpoKeKan. Xanb HeNb3A NponoMuTh ballky
pa3paboTynKy MONIOTKOM B Kally
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My bad, | was doing L stick + LB! Not R stick + LB! | think it would feel better if you did the
grab with L stick because it's the one you already use for turning 180, 360, etc.

10 hours later..

;‘ Not Recommended

v 0.0 hrs last two weeks / 1.0 hrs on record

......

Me entristece tener que darle una review negativa, para los pocos juegos que tenemos de

deportes extremos... Pero los controles no son nada satisfactorios. Y no se pueden cambiar en —J View Store Page

la configuracién. - -
9 View Community Hub

Me cuesta hasta hacer un simple ;alto y un simple 180. Los controles no responden como Q). Find More Like This

esperas que respondan. Todo esta raro. Los trucos no salen... No merece la pena.

elpful? &, Yes &*No Funny 9 Award
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N

. Deliver Us Mars > Events & Announcements > Topic Details

2 Feb @ 5:14pm

Minor Update Deployed!

View full event information here:

Deliver Us Mars Announcement 2 Feb
Minor Update Deployed!

Hello all! We hope you are enjoying the release of Deliver Us
Mars! We've just released a small update to resolve some
minor issues.

Showing 16-19 of 19 comments < 1 2

Pappnas ~

Is there any Tec on this channel???

The Fetket ~

Just installed, checked updates, and | think your patch may have borked it up because I'm
stuck on the follow dad bit in the prologue. Pick up bear Yes, press button yes. follow dad ...
no npcs spawn down the corridor and | get stuck unable to do anything.

The Fetket v+ “® 22 hours ago

Originally posted by Pappnas:
Is there any Tec on this channel???

| seriously doubt it.
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/
1 person found this review helpful age e a7
1 person found this review funny - E¥
Y Not Recommended o
0.5 hrs last two weeks / 0.5 hrs on record <

Posted: 5 Feb @ 7:26pm

Game runs fine technicall (nice sound and graphics), buts it doesn't work. Halfway through the (\:
prologue an event should happen, it doesn‘t. No NPCs spawn and you are stuck hugging your ,'j
bear and sitting behind your father and the door doesn’t open. As this seems to be a new T
problem shared by several other people I'm blaming the update, but until this is fixed the game '
simply not worth anything. Worse still this is still the first 4 days of release, so the crew should
be reading comments and sorting problems, but the Devs do not appear to care. Avoid.

e

Was this review helpful? &,Yes &'No () Funny QAward




Where is AZERTY ?

It's a joke ? | cannot remap control in a 2023 game ? | don't want to make
modification in Ini files, i want to remap control like in any other game sine.. 20 years i
think.

Showing 1-1 of 1 comments
Gromit~ “»

It's sad this is not included in the game but the workaround takes less than 2 minutes to
implement 6
See: How you change WASD Keybinding

Showing 1-1 of 1 comments

akela » reviews » Deliver s Mars

4 people found this review helpful »

Y Not Recommended
3.8 hrs last two weeks / 3.8 hrs on record (3.2 hrs at review time)

Posted: 5 Feb @ 5:12pm

No key maping in a 2023 game - juste a joke. You cannot play whith AZERTY keyboard whitout
changing the .ini files. | dont want to change anything in the .ini files- i want a game that i can
change my keys just whith an option IN GAME like EVERY game since 20 years.

Was this review helpful? ¢&,Yes &'No © Funny 9 Award




47301 Reviews
- =5 Negative reviews: 11840 (25%) % o P recenT Review
12232 forum posts (~ 4 reviews per post) T e

17 Feb, 2022

| Very Posltl\}e

CREATIVE ASSEMBLY, Feral Imeractlve ;

. FOI‘umS mOStly nOt used by developer team" : , SEGA, Feral Interactive
Negative reviews with forum request: 1269 (13.9%) | .~ LN }» #




| avi312singh v & 27 Jan @ 8:44pm

My archers are not firing lol wtf, grand cathay ranged units dont fire arrows

2 people found this review helpful

Y Not Recommended
28.7 hrs last two weeks / 133.4 hrs on record (131.1 hrs at review time)

Posted: 27 Jan @ 8:47pm

As of 2.3 update archers are not responding to commands and don’t fire any arrows

S
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! 94% of the 2,550 user reviews for this game are
3 positive.

Very Positive
12 Oct, 2017

I-lllusions
I-lllusions
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TRAINER

2550 Reviews
152 Negative (5.9%)
2033 forum posts (~ 4 posts for every 5 reviews)

875 forum posts from the team (43%)
Negative reviews that originated from a forum post: 1 (1.1%) §

GOC




\ o
We monitored the forums like hawks

: ' .
- . .
N

. Respbndéd within minutes of all requests
« Funneled all support requests to our
support desk software (Help Scout). . 3__,;____

However..

* You can only do so much...
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" amandrcommander ~ % reo, 2022 @ 329am

i want to play older versisons

ive been playing space priate trainer in 2019 on the quest 1 until 2022 i want to
unlock all the betas pls

| Showing 1-1 of 1 comments

,“ amandrcommander v

i ment 2020

#1

| Showing 1-1 of 1 comments

Per page: 15 30 50

7 el ~Y

4 months later...

No one has rated this review as helpful yet

Y Not Recommended o
0.0 hrs last two weeks / 173.7 hrs on record (72.0 hrs at review time)

Posted: 31 Jan, 2021 @ 7:40am
Updated: 18 Jul, 2022 @ 3:40am P

NOPE NOT AGAIN YOU DIDNT ADD OLDER VERSIONS??!!

Was this review helpful? ¢, Yes &*No © Funny Q Award |




So.. what do we do?
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Activate your Georges
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Empower the community

T

Not every issue can or should be resolved by your team
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Question time

Find me on Twitter: @HanneyChris

Mastodon: @hanney@mastodon.gamedev.place

D)i 18 /48
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