


What we’ll cover

e CP &the of tagging
CP & the of tagging
* Recap: & SPLICING

* Who cares?: Why this is IIMPORTANT

e RESOURCES



The HISTORY of tagging




The HISTORY of tagging

Pre-GX Tools GX Tools
(Rubix anyone?)

* Tons of tags * Two Tier Tagging
e Hard to find ® Higher Level TOpiCS
* We had a tag for * We could tag for days

EVERYTHING (34 tags on one ticket).



The FUTURE of GP tagging

(Penguin Tagging) (Future Tagging) (Automatic Rainbow Tagging



The FUTURE of tagging

The same tags across ALL Club Penguin products
High level categories with specific topics
Directed tagging (Removing the guess work)



The FUTURE of tagging

6 Major Categories

(Selected by the guest)

o Account

o Experience |
o Ma - A
¢ PrOduCtS

e Safety

® TJechnical

What does the new structure look like?

Email from child: | keep trying to play the shoot out game during the soccer
party but | don’t know how to get the icon above my head? Can you help?

Specified Reasons The Theme Specific Topics

(Selected by the guest) (aka Tier 5 - Selected you!) (The voice of the guest- - Selected by you)

e Activation

_e_Puffle ,
i@

|

. ® Game Play

e = ———— ==

* Known Issue D to Activate
®* Possible New Issue ® Member/Privileges
® |[ssues (aka bugs) ® Positive/Negative ® Price

¢ ...etc... ¢ ...etc... ¢ ...etc...



The FUTURE of tagging

What does the new structure look like in action?

Email from parent: | bought a membership for my child, | received my receipt and my child
has the membership badge but they can’t buy anything from the catalog. Can you help!?

6 Major Categories Specified Reasons The Theme Specific Topics
(Selected by the guest) (Selected by the guest) (aka Tier 5 - Selected you!) (The voice of the guest- - Selected by you)
e Account e Activation e How o o Puffle Care
* Experience * Bans ® Confusion/Help * Game Play
® Membership ® Parties _ﬁ Known Issue e Unable toActlvat

® Products e Puffles

...etc... e __etc... * ...etc...

' Positive/Negative S Price




The FUTURE of tagging

The biggest changes...

Parties: Technical: Feedback: Activation:
o Every tag under Experience >
Parties is meant for the e Rather than writing into an ° Anytime a player gives * We're adding detail to
“Current Party” email queue, guests will now us feedback, we need to activation email tagging.
‘ ” retag it.
® Experience > Parties > Parties select "I found a bug” from S
in General is meant for all the contact form e 3 new tags:
° i * Positive feedback, .
other questions about parties o Is what's being reported a Already Activated,

(past and future) Negative feedback, but

known issue? Or is it a Unable to activate,

especially ideas.

Produet [Ciup penguin | & possible new issue!? Didn’t get email
Patform  [Griine Q
Browser Info . N .
Camgon (‘Deperence 7 * Specific topics that bugs are ® There is a feedback e This helps provide
Ressenc (pares )l being reported for. (IE - reason under each detail and context to
Internal Details (——None-- < (3 .
S i Known Issue > Puffles) category. production about
Survey Submission © | (10 IS activation emails
Securlty Alert Iltems/Catalogs . .
New Message Received Quest WlthOUt ha.VIng tO
Transforming
— Theme/Siory . manually read them

Parties in General
Contact Name
A




The FUTURE of tagging

Think there should be a new tag?

IIISED'I}HE # IN

#h aS hta glt “ FRONT ur-mnvmmﬁ

Add #cptags to the ticket note with the
suggested tag and @ mention me.

IE - #cptags @davesohnchen We should
have a tag for
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We'll be best friends
forever because you

already know
too much.




The RE-TAG and the SPLICE

But it’s just a friendly reminder...

Splicing

Club Penguin players are notorious for just
hitting reply...for months on end.

Splice it when the topic changes.

NOTE: If a player writes in with multiple
questions in one email, answer all questions
but tag the most prominent issue. If they
reply and change the subject, that’s when you
splice.

Re-tagging

Can’t find the “ideas” tag under “Parties™?
Re-tag it (feedback)

Player tagged “Club Penguin” but is asking questions about the app!?
Re-tag it (Product = Club Penguin App)



You May Be Asking...

Do | get bonus points ifjlfact like | care?




...1he Answer Is...
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...because | need you to caj

Il(l NnT PATB“N'ZE ME We are the voice of the kids

Accurate tagging means...

...quicker bug fixes

...better party experiences

...better user flows

...more accurate data for production
...better help articles

...less late nights for me. So...
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THANK YOUGUYS!

(LEMmeoEn cu



Resources

Confluence This Guy

(https://docs.wdig.com/display/ DOSCSMATRIX/CP+Tagging) (I miss that mustache)

The tagging page on Confluence has tag trees
for every category as well as matrix of all tags
(for your viewing and referencing pleasure)
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https://docs.wdig.com/display/DOSCSMATRIX/CP+Tagging




