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zynga	  

311 million monthly 
active users 



Game Launch 



In-Game Survey 

NPS	  Ques*on	  

Random	  Driver	  

Verba*m	  



How Do You Say ‘NPS’ in Chinese? 



Daily Scrum 



Themes Emerge Early 



Tracking Daily Issues 
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Optimizing for Fun 
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Maslow’s Hierarchy of Needs 
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Pyramid of Player Needs 



Pyramid of Player Needs 
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Game UX Matrix 
Words	  

Angry	  
Birds	  	  

Bejewel
ed	  Blitz	  

Zynga	  
Poker	  	  

Gardens	  
of	  Time	  	   Farm	   City	  

Cafe	  
World	  	  

Mafia	  
Wars	  	   FronIer	  

NPS	   75	   71	   62	   40	   47	   21	   24	   10	   5	   15	  

33%	   33%	   27%	   23%	   29%	   23%	   20%	   19%	   19%	   22%	  

28%	   18%	   15%	   22%	   18%	   23%	   20%	   19%	   16%	   21%	  

28%	   33%	   27%	   25%	   33%	   31%	   26%	   24%	   19%	   27%	  

20%	   31%	   27%	   23%	   25%	   22%	   20%	   20%	   21%	   22%	  

31%	   33%	   32%	   29%	   27%	   23%	   23%	   17%	   18%	   18%	  

22%	   35%	   28%	   26%	   25%	   17%	   18%	   17%	   16%	   13%	  
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“Meets Expectations Much Better than I Expect” (Score of 9-10) 
Percent of highly engaged players (3+ days/week) +-10% range of error 
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Under	  Performing	  Game	  Strong	  Performing	  Game	  



1 2

3 5

What	  Players	  Do	   What	  Players	  Say	  

Comparing	  What	  They	  Do	  to	  Say	   Categorized	  Verba*m	  

Performance	  
spike	  causes	  
drop	  in	  user	  
percep*on	  

Drill	  Into	  
performance	  
verba*m	  

4 NPS	  Trends	  



Daily Active User Trend 

Zynga	  
Marke*ng	  

SoU	  Launch	  
Tuning	  

Game	  
Stabiliza*on	  



Final Results:  #3 Facebook Game 

zynga	  
zynga	  
zynga	  
zynga	  
zynga	  

zynga	  

6	  out	  of	  the	  top	  6	  Facebook	  games	  



Let Alec Play! 
 
 
 
 
 
 
 
 
 
 
 
cjones@zynga.com 

Not	  just	  any	  game	  mind	  
you,	  but	  a	  word	  game	  for	  

smart	  people	  


