
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



Hello! I’m Chris Hanney

• Space Pirate Trainer (2016) 
Community, QA


• Shredders (2022) Narrative, mo-cap, 
QA, community

Pre-pandemic



Hello! I’m Chris Hanney

Post pandemic

• Vlaams Audiovisual Fonds, Marketing 
advisor 


• Unannounced title @ Creature (2023) 



Let’s talk about Steam Forums



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 🏌



Why Steam reviews matter
• Reviews are prominent on 

the store front

• Reviews reflect the quality 

of your title

• They influence purchases



The Steam feedback cycle
• Customer buys game

• Finds an issue (my keyboard does’t work!)

• Writes about it on Steam Forums

• Tries to play again, it still doesn’t work

• Negative review!



Negativity prevention



Case study games
• Shredders (2022)

• Deliver Us Mars (2023)

• Total War: WARHAMMER III (2022)

• Space Pirate Trainer (2017)



Studying the reviews & forums

1.For each game, get all reviews from Steam

2.For each negative review, get the reviewers’ forum posts 

for that game

3.Check for posts made prior, and after, the review posting

4.Check for correlation between posts and review



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%)



And 31 minutes later..



10 hours later..



720 Reviews 
Negative reviews: 233 (32%) 
1354 forum posts  (~ 2 posts for every review)

10 forum posts by team (1%) 
Negative reviews that originated with a forum post: 23 (15%)



3 hours later..



1 day later..



47301 Reviews 
Negative reviews: 11840 (25%) 
12232 forum posts (~ 4 reviews per post) 
 
Forums mostly not used by developer team.. 
Negative reviews with forum request: 1269 (13.9%)



3 minutes later..



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%)



We monitored the forums like hawks

• Responded within minutes of all requests
• Funneled all support requests to our 

support desk software (Help Scout)

However..

• You can only do so much…



4 months later…



So.. what do we do?





Activate your Georges
• Empower your community
• Find all the golf balls
• .. save all the whales



Empower the community
Not every issue can or should be resolved by your team

• You don’t have to do this alone!
• Other players will learn from others
• Drive the support to a more moderated community like  

Discord
• Remind the community regularly of  

your support channels, and they’ll start enforcing it for 
you



Question time
Find me on Twitter: @HanneyChris
Mastodon: @hanney@mastodon.gamedev.place

Discord: Hanney#8748

Email: chris@creature.email


