
Club Penguin - The art of the sunset
Russian and German Language Sunset Training
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The History

Launch Date: February 6, 2014

Number of accounts created: 1,274,653

Interesting fact: Russian was the first and 
only language launched that didn’t use the 
latin alphabet and therefore has a different 
logo than every other language. 

Launch Date: November 3, 2011

Number of players: 722,470



Overview & Timelines
Timeline & Schedule of Events:

June 30, 2015

• Sunset communication goes live


• German & Russian memberships canceled and refunded


• General game support stops


September 2, 2015

• German and Russian languages shut down and are redirected to English


September 30, 2015

• Billing support stops



What Happens June 30th?
Communication: 

• Email notifications sent to all German 

and Russian players


• Free players notified language is 
shutting down


• Members notified their subscriptions 
have been canceled and their last 
payment refunded in full. 


• NOTE: Members also get free 
membership access until September 2 



What Happens June 30th?
Website & App Updates:

• German and Russian sites bannered


• Create a penguin flow blocked on web and 
mobile.


• Membership flow blocked on web and mobile. 
Including Gift Certificates. 

• NOTE: Membership card and gift certificate 
redemption will remain open. 



What Happens June 30th?
help.Disney.com Updates

• German and Russian help sites bannered


• Localized FAQ’s posted in German & Russian 
with instructions for cancelling, repurchasing, 
and answers to general questions about the 
closures.


• Localized FAQ’s posted in English, Spanish, 
Portuguese and French answering general 
questions. 

http://help.Disney.com


What Happens June 30th?
General Game Support Stops

• Auto responses will be sent from German and 

Russian support emails addresses directing 
guests to the FAQ. 


• No game related questions will be answered 
moving forward.


• Billing related emails will continue to be 
answered until September 30th


• Billing/membership related questions sent to 
support addresses will be reassigned to the 
billing queues and responded to. 



What Happens June 30th?
Cancellations & Refunds

• All active WEB memberships canceled and the last payment 

refunded (dated back to June 29, 2014)


• MOBILE members instructed to contact GX for assistance 
with cancellations and refunds


• iOS members must contact Apple


• Android members can be canceled and refunded by GX


• ALL German and Russian players that had membership in the 
last 90 days receive 60 days of comp time (both web and 
mobile)



What will kids see?
Membership Page Play Page



What will kids see?



What will kids see?



What will kids see?



What do we have to do?
Answer Questions 

• The most anticipated questions have been 
documented and put into FAQ’s that you can 
direct guests to. Questions like:

• When are the languages closing? 

• Is this the end of CP?

• Do I get a refund? 

• Can I still play?

• Phone scripts has additional questions that may 

come in as well as how to deal with trolls. 



What do we have to do?

Cancel iOS Memberships 
• iOS memberships cannot be canceled 

automatically or through GX Tools. 

• Guests will be directed to contact us

• We can walk guests through cancelling 

on their device

• Refund requests need to be sent directly 

to Apple 



What do we have to do?
Cancel & Refund Google Play 
Memberships 

• Guests will be directed to contact us to 
cancel and receive refunds for Google 
Play memberships.


• We can cancel in GX Tools

• TL’s can issue refunds from our Google 

Wallet account. 



What do we have to do?
Assist with repurchasing: 

• Guests can repurchase on Web in a different 
language. 


• They can use their same account and everything will 
be the same.


• To purchase in a different language, direct guests to 
the URL’s listed in the FAQ:

• For English:  

https://secured.clubpenguin.com/en/membership/ 

https://secured.clubpenguin.com/en/membership/


What do we have to do?
Membership Cards 

• We are unable to refund membership cards 
purchased at a retail store 


• If a guest asks for a refund, we will:

• Encourage them to redeem their card in a 

different language

• Recommend they go back to the retailer fo a 

refund

• Talk to Dave to see if there is any other 

compensation we can provide them 



What do we say?
FAQ’s 

• All FAQ’s have been translated so you can see 
exactly what will go on help.disney.com


• Use the FAQ’s as a resource to help answer 
questions. 


• URL’s are provided on confluence so you can 
also direct guests there as well. 

http://help.disney.com


What do we say?
Quick Text 

• These are the responses that will be in 
Salesforce for you to quickly put in email 
responses. 


• In addition, cancellation instructions for iOS and 
Android subscriptions are available already so 
you can quickly address these questions.



What do we say?
Phone Scripts 

• These are additional questions and responses 
that you may receive phone calls about.


• Most are duplicated from FAQ’s and Quick Text

• This also provides examples of how to deal with 

trolls who are prank calling.  
 
Note: If there are questions that you want me to 
document, please let me know and I’ll add them 
to the confluence page. 



Will the madness ever end?!

September 2, 2015

• German and Russian languages shut down and are redirected to English


• Billing 


September 30, 2015

• Billing support stops and phone support is turned off for German and Russian



Resources
• Confluence Page

• Everything we covered can be found on the German/Russian sunset page

• Search “German & Russian Sunset”

• Bookmark it

• Peers & Team Leads

• Lean on your peers or Team Leads to help with questions you receive 

through email or phone

• Me 

• Don’t be afraid to ping me on Lync or email if you have questions or you’re 

not sure how to respond to a guest’s question.



Questions?


