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What is €. Playdom

Leading Social Gaming
Company (online/mobile):
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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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How we commmunicate...

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
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3,700,872 People Like This

Fan Pages

Fan Pages allow GS agents to update el sl
millions of fans with a single post.

ssalr,  Social City Have you seen the new gifting and raffle items? It is a Chinatown
Jed¥E. themed set! Accept one gift each day for five days and get the Dragon Dance [ Pl Pl
Park! You can also spin the raffle for all the items and receive the grand prize!

Check it out -> http: //play.dm /693

New Content 9/13/10

6 new photos

Monday at 9:05am * Comment * Like * Share
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Fan Pages

 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

Confidential

6



wall

Social City Five Days of Gifting will be retuming soon! We hope vou have a great we

Info Reviews Playdom Games

Fan Pages

Information

Gateway to
the Playdom
evangelists

wis Like

e

Srr This

Sl

3,700,857 People Like This

= R

Social City -+

Write something...

Others Just Others

Social City Attention Mayors! The Chinatown Market is here! This is a
great addition to the Chinatown set awailable! Remind your fiends to send
wou a gift each day and don't Forget to pick up yvour wvery own Chinatown
Market!

Get it now! -= http:fiplay .dmierE

Social City Have vou seen the new gifting and raffle items? It is a
Chinatown themed set! Accept one gift each day For ive days and get the
Dragon Dance Park! You can also spin the raffle For all the iterns and receive
the grand prize!

Check it out -= http

Social City Attention Mayors! We know you are busy manaqging your cities.
Y¥ou can manage them on the go! Don't Forget to get the Social City app For
Android. ¥You get S FREE City Bucks For installing!

Play Social City -= http ay.dmic44
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Blogs

 Engaged Users
« In depth Game Insight
 Blogs> Forums

LUDEY  Market Street Have you had problems catching shoplifters? Check out the
KM\B Flaydom Blog for some quick tips and tricks!

Play Market Street! http://play.dm/4Z2

@’ Playdom Community Blog » Blog Archive » Shoplifters Beware!
cornmunityblog. playdom.com

You may have noticed some suspicious characters browsing through your
Market Street inventory. While these characters are marked by a bandit
mask and have a red glowing outline, they are not so easy to catch, Here

B are some helpful tips vou can use to crack down on these petty criminals:

¢]] September 1 at 10:52am * Comment * Like ' View Feedback {(1,219) ' Share * Report
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Blogs

 App to user, one way

Tips n’ Tricks

Hot support topics

Promotes power features in more depth
More engaged - forums
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g Shoplifters Beware!

B I O g S Posted on : 01-09-2010 | By : Ernest | In : Market Street

Y¥ou may have noticed some suspicious characters browsing
through your Market Street inventory. While these characters
are marked by a bandit mask and have a red glowing outline, they
are not so easy to catch. Here are some helpful tips you can use
to crack down on these petty criminals:

Treasure Map,
leaving

Install some security devices - when you place security
cameras or theft detectors in your store the bandits will glow

b d b before they make a break for the door. Having these security devices will give you

rea CrUI I l S more time to catch the thief before they get away with your goods!

for pOWe r Watch out for suspicious behavior — Market Street shoplifters tend to stay away
from the cash registers and employees. Make sure to keep an eye on suspicious

avatars!

u Se rS to p I Ck Hold the **Shift” key when clicking on bandits - it is not always easy to catch a

thief before they get away; holding down the “Shift” key will allow you to click on the
u p “an shoplifter easily without your displays getting in the way.

Market Street Forums
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Forums

« Community mood

« Highly engaged
users

« Mods provide
player-to-player
contact channel

Jnin Date: May 2010
Location: & place in MY with lots of cows and cheese,
Posts; 1,293

| CoW Spreadsheets

Ihave been gathering information about the buildings in CoW, and figured T would share them in spreadshests related o each building type. T will keep this
Updlated as T uniock new buildings, but if you would like to pass on any of the missing information, you will be credited for it &)

+ Residential

+ Goods

¢ Good by Time - Good buldings' products cateqgarized by time, 3- and 15-minute garden cantracts are grouped with 5- and 30-
minute contracts from the other buildings,

¢ Markets - Cains and cains per hour are small, but shawn for thase wanting that information,

¢ Cultural - Happiness shown as "H', culture shawn as "C"

¢ Decorations - Happiness shawn as "H', culture shown as "C"

¢ Compiled spreadsheet - made by silverkitty, Contains all information in one spreadsheet.

Credits fo;
conandan?012, cheem, silverkitty, Umbroad, T8ritn, Yictoriah, Anén, Papat2010

Forum Rules | Code of Conduct | Terms of Service | Flle a Ticket | PLEASE search befire posting!
Collf Spreadshests

Last edited by Valendaria, 09-04-2010 at
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Forums
« Many to Many Channel

Strong Mods

Brand Evangelists/Terrorists

Vocal Minority vs. Town Speaker

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

Neighborhood

Watch -

Evangelists

-
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UGC & User feedback

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)

g Building Design Contest

Confidential

14



Support, Surveys & Polls

T

HOME

1 to 1 with players
Personal attention =
CONTEXT

Insight
We care...

Welcome to Praydom Support

Announcements (15)
Playdom Poicies 2)

Tiki Farm loading only half the screen? it

Right click on white sids of screen. Scroll down to “encoding” and click on It. Scrofl to and click on “right to left document”. Tiki Farm should il the page
correctly now. This will need to be done each time you log In. Hope this works for you while we try tofin a permanent solution.

Tiki Farm Luau Outfit missing?

with Tiki Farmi W are aware that some users have not goien the Luau outfit aher piaying, and we hope & (L) Farm Life (8)

Search

Search

Mobsiers 2 8iog

Sororky Life Blog

What has been your favorite limited-time gift so far?

Piaystom Commundy Biog

Which equipment category needs more items?

In our last Blog Poll we asked: What location do you spend the mast time Happy Holidays!
in?

. The Bronx 26%
Miami 18%
Downtown 15%
Las Vegas 14%

. Grand Cayman B8%
. Chinatown 7% Submit a request

ddress * Fiids marked with an asterisk ()
are mandatory.

%

SUBMIT A REQUEST

. Jersey 7% Your ema

fyou are & d user, please login 10 5@ your existing tickets

. Coney Island 5% Youl be natiied by emal when our

staff answers your request

O~ O o B W R

Subject *

Description *

s so0n as possible.

Please enter the details of your request. A member of our support stalf will respo

Social Network / Platform *
Where do you play?
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GDC SF: 2009 Rules of Social Gaming...

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

Confidential
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GDC Austin 2010 Rules...

CEITY
Good can be bad ORSET

Even bad can be good

Find/heed the lesson

R

Does this make sense???

2009 = Year of Spaghetti

2010 = Year of Strategic Bets

Confidential
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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...

Confidential
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Bugs

- Frustrates Players
- Communicate, Interest & Collaborate
- Succeed Together, Celebrate Together

Join Date: May 2Z010
Location: Inmy awn warld, . literally,
Posts: 263

=

When you need o report a bug, you must do so by submitting a ticket, Technical support on the forums is player o player support.

What you posted seems like it requires actual technical help - something beyond what a moderator or a community manager can provide, Please make sure
vou submit a ticket here: hidp: /fsupport.playdom. comfentries 2. . port-a-problem

&nd don't forget 1o include vour Facebook ID: bitp: Afsuppart. playdom. com/fentries /2. .. o-i-find-ry-id
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Too Expensive?

 Features & Benefits
« Clear Messaging

« Show the Advantage &
Create Buzz

New Titanium Armor! Part 1 of 5

2

Mobsters 2: Yendetta Titanium armaor part 5 of S has arrived. Complete yvour
Titaniurn Arrmor suit today with the Arm Cannon, This weapon has 69 offense,
20 defense and will earn you +30 attack in fights and +7% increase in attack.
Pick one up today,

Play Mobz: bt Hplay, dmy TitaniomcCannon

May 26 at 9:53am * Comment * Like © Yiew Feedback (6090 © Share

Posted on : 03-05-2010 | By : Ernest | In : Mobsters 2

The first of five items is available today. The Titanium Armor Suit will
amount to a powerful advantage over your fellow Mob2 players. The
first item, the torso, is available now and offers 45 attack, 39 defense,
and a 95 increase in attack. The entire suit is expected to be release
in the next month or so and will be broken down into 5 individual
items: torso (available now), pants, shoes, helmet, and weapon. The helmet will act
as a hair style so you can add on accessories as well. Here is a sneak peak of the
entire collection.

Tiranuim arimaor

Equipment Design for Mobsters?
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Why not freemium?

* Find the Balance
- Understand the Player’s POV

- Relay Community’s Desires and Frustrations to
Game Team

il 19919 Players Online
WILD1QUNES SO0 LEADERBOARD & SENDGKTS  THELP  T@Proruw SRMINVITE

ey, weedlo S @m0 S

' — 19919 Plavers Online
@)‘ BECONE MEMBER TODAY!

{AEHB[IEIETE}]]?[BEE NE$SI

SPECIAL ABILITY:
Dragon »

MEMBERS ONLY FET!

BET NENBERS-ON.Y PETS! (ATl

‘e
(‘\‘m; M) Gt

: ___1 L‘ s
LEVEL UF FSTER A m
50 BONLS EXPERIENCE! ot g@
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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!

ssairp,  Social City Don't forget to check out the in-game Newspaper to see what
P classic items have returned for a limited time! Some of today's items include
Lucky Lily's Casino, Kuala Lumpur Towers & the Bavarian Castle!

Play Now --> htip: //play.dm/1GI

Flashback Saturday

= August 7 at 11:08am * Comment * Like ' Share
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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

Moderator X

Tokal Posts

Total Posts: 1,292

Posts Per Day: 11.72

Find all posts by Yalendaria

Find all threads started by “alendaria

Wisitor Messages

Total Messages: 3
Most Recent Message: 09-10-2010 09:28 PM
Wisitor Messages for Yalendaria

General | Information

Join Date: 05-26-2010
Referrals: 1
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Virals/pop-ups

- Help Game Team Understand Why Players want
to Share

- Design True Social Features

Remove

Plaver X sent you an Embassy in City of Wonder! It's sitting in
wour Gift Box, Building Player X Embassy will increase your citizens'
happiness, and help Raymond earn Silver and XP when visiting!

@ Augusk 20 at 11:27am via Ciky of Wonder * Comment * Like © See Wall-to-Wall © Build an
Embassy

Embassy Placed! | x

You just placed your friend's
embassy in your civilization!

Let your ally know!

IShare¥heINews!
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Downtime

« Alert Community & Explain Why

- Sincerity

- Reward Patience & Ease Frustration

UGG Market Street Market Street is experiencing some technical difficulties. If
=% ri you're having trouble loading the game, we apologize. We're woarking on a fix!
— ki

b /fplaydom.zendesk. corm/fentries /260110-unable-to-load- |

[ Playdom Support : Unable to Load Market Street
platydom, zendesk, com
Qf13/2010 504/ Gatewaw) Timeout Errors Market Street is e
technical difficulties, If vou are having trouble loading the ga

any inconvenience this may ha. ..
Cﬁ| Yesterday at 2:09pm - Comment © Like © Wiew Feedback (358) © Shard

[ITEY  Market Street We're back! Thanks for being so patient! To help you get your
ﬁ... ra store back in tip top shape, the we'd like to send you some FREE stock and
. -MQ coins! Click 'Like' and 'Share' so your friends can get some too!

FREE STOCK: http: //play.dm/Git
FREE COINS: http://play.dm/6ig
Play NOW: http: //play.dm/6iu

We're back!

(@) 23 hours ago * Comment * Unlike * View Feedback (4,366) * Share
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Monetization Errors/Fraud

* Prioritize
- Damage Control

« Communicate Severity of Billing Errors to
Appropriate Teams

Step 1: How many City Bucks do you want?

Step 2: Select payment method

O©25 O©55 Q@120 @320 @650 D@-m

$4.99 $9.99 $19.99 $49.99 $99.99 $149.99

Credit Card
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Sunsetting Titles

- Communicate to Understand the Player’'s POV
- Retain Users & Moderators
- Right Way vs. Wrong Way

Confidential
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Sunsetting Titles

We regret to inform you t ice effective August 26, 2010

ACCLAIM COINS

OTHER GAMES

Confidential
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Sunsetting Titles

IMPORTANT INFO!!
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Marketing vs. Servicing

* Clear Communication with Internal Teams

- Relay the Details

- Update All Communication Channels for
Refe re n Ce Sacial City: Double your Money!

- Rei A,
& posted this on Jul 30 12:08

For the sale during the weel and weeliend of 720672010

Double Your Money!

The double your money is for a limited time only. This offer only applies to the first purchase. Subseguent purchases will not display the pop-up or the sale prices

| 4
X
Congratulations! Get bonus City Bucks .
when you pay using your Credit Card
or PayPal right now!
Step 1: How many Bucks do you want?
=xp 240 Izp 640
D $19.99 @ $49.99
Step 2: How do you want to pay?
Paypal
i = [
-

Only two price points are available for this sale. [fyou have not received vour double purchase and this is your FIRST purchase during the sale, please reply hack
with the following information.

- ¥our Facebook 1D

Confidential
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A/B Tests

- Testing is an Essential Best Practice
« Communicate Why & How - Random Advantage
- Internal Communication is Key

Limited Offer!

Step 1: Purchase City Bucks and get a special item!

320 @ 1,010

o

Limited Offer!
Step 1: Purchase City Bucks and get a special item!

120 320
@

- $49.99 $149.99 $19.99 $49.99
)
bk o =5
A VS ‘fga;& gl
S S g
Jb:g--iﬂw - mggw RS &
= = i Lg}.¢
Hugo Estate Hugo Estate Ariadng Tower

~ |
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GDC Austin 2010 Rules...

—

WONDERS
£ P , ‘I
e GG NG
- Ly .
G% MARKET |«

¢
SR
-

Good can be bad
Even bad can be good

Find/heed the lesson

R

Does this make sense?

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...




Have Questions? & Playdom

We are at the DIMG -
Exhibitor Booth # 404

Or www.playdom.com

( Clan

W@N!EER -

oy Peh

Thank You!
mb@playdom.com
Marianne Borenstein

BIG CITY LIFE
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