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Games as a Live Service: 
Yin & Yang of Community 

Management

Marianne Borenstein
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Leading Social Gaming 

Company (online/mobile):

• #1 game on MySpace, 

many of fastest growing 

applications on Facebook

• ~ 50 MM MAUS

• DIMG – Disney Affiliate 

What is
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Who am I?
Presenter: Marianne Borenstein — VP Platform Relations 

& Customer Experience

Q&A: Mike Blanchette — Community Manager
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The GS Agent is the liaison between the 

community and the game teams.  The GS Agent 

connects with the community through:

• Fan pages

• Blogs

• Forums

• Support

• Surveys & Polls

• Many other Social Communication Channels

How we communicate…
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Fan Pages allow GS agents to update 

millions of fans with a single post.  

Fan Pages
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• App to user, one way 

• 3 image max/time

• 320k limit on post (see more)

• Roadmap to various demo’s

• Multiple daily updates

• Sound bites  blogs  forums

Fan Pages
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Gateway to 

the Playdom

evangelists

Fan Pages
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• Engaged Users

• In depth Game Insight

• Blogs Forums

Blogs
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• App to user, one way 

• Tips n’ Tricks

• Hot support topics

• Promotes power features in more depth

• More engaged  forums

Blogs
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Treasure Map, 

leaving 

breadcrumbs 

for power 

users to pick-

up…

Blogs
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• Community mood

• Highly engaged 

users

• Mods provide 

player-to-player

contact channel

Forums
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• Many to Many Channel

• Strong Mods

• Brand Evangelists/Terrorists

• Vocal Minority vs. Town Speaker

• Relay bad news in best way (player to player)

Forums
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Neighborhood 

Watch -

Evangelists

Forums
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• UGC contests take place on Fan Pages, forums, and 

blogs (monthly)

• Users make their voices known through multiple ways 

(youtube, fan sites, game tips, community)

• Key = Balance (bug fixes, roadmap and suggestions)  

UGC & User feedback
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• 1 to 1 with players

• Personal attention

• CONTEXT

• Insight

• We care…

Support, Surveys & Polls
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1. Start with a good game

2. You do have a second 

chance to make a first 

impression

3. Work in perpetual beta

4. Find the balance
Game performance vs. new 

stuff

GDC SF: 2009 Rules of Social Gaming…
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1. Good can be bad

2. Even bad can be good

3. Find/heed the lesson

4. Does this make sense???

GDC Austin 2010 Rules…

2009 = Year of Spaghetti

2010 = Year of Strategic Bets
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Yin & Yang of Community Management

• Lessons learned from 2010 Community 
Management of Playdom Games

• Recurring themes that change the way we look at 
and do business with our users

• There are no mistakes unless you make them 
twice and even then…
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Bugs

• Frustrates Players

• Communicate, Interest & Collaborate

• Succeed Together, Celebrate Together
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Too Expensive?

• Features & Benefits

• Clear Messaging

• Show the Advantage & 
Create Buzz
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Why not freemium?
• Find the Balance

• Understand the Player’s POV

• Relay Community’s Desires and Frustrations to 
Game Team
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Legacy items previously paid for

• Vocal Minority  # of Happy Players > # of 

Unhappy Players

• Relay the Community’s Reaction to the Game 
Team

• Select Great Items!
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Community Activists – Evangelists & Bullies

• Develop a Relationship Based on Trust and 
Mutual Respect

• Give and Receive

• Player-to-Player vs. Playdom-to-Player
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Virals/pop-ups

• Help Game Team Understand Why Players want 
to Share

• Design True Social Features
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Downtime

• Alert Community & Explain Why

• Sincerity

• Reward Patience & Ease Frustration
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Monetization Errors/Fraud

• Prioritize

• Damage Control

• Communicate Severity of Billing Errors to 
Appropriate Teams
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Sunsetting Titles

• Communicate to Understand the Player’s POV

• Retain Users & Moderators

• Right Way vs. Wrong Way
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Sunsetting Titles

WRONG
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Sunsetting Titles

RIGHT!
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Marketing vs. Servicing

• Clear Communication with Internal Teams

• Relay the Details

• Update All Communication Channels for 
Reference
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A/B Tests

• Testing is an Essential Best Practice

• Communicate Why & How – Random Advantage

• Internal Communication is Key

Vs.
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1. Good can be bad

2. Even bad can be good

3. Find/heed the lesson

4. Does this make sense?

GDC Austin 2010 Rules…

2009 = Year of Spaghetti

2010 = Year of Strategic Bets
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GDC Austin 2011 Rules????

Surprise Me

Delight Me

Excite Me

(flawless execution)

We’re not in Kansas Anymore…



Presentation Title Confidential
34

We are at the DIMG –

Exhibitor Booth # 404 

Or  www.playdom.com

Thank You!

mb@playdom.com

Marianne Borenstein

Have Questions?


