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The History

Launch Date: November 3,201 |
Number of players: 722,470

Launch Date: February 6,2014
Number of accounts created: [,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.




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
pr -

Billing support stops INTERACTIVE
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What Happens June 30th?

Disney Club Penguin in the German language
will be closing Sept. 2, 2015

e

Important Message about Club Penguin
FENGUIN  n the German language

Disney Club Penguin in the German language
will be closing Sept. 2, 2015

Disngp
— 4

"
RENGUIN
Important Message about Club Penguin

Dear GUEST NAME, FENGUIN  n the German language

Thank you for being a part of the amazing Club Penguin com
and for your continued loyalty.

Efw,

Diswep
[= B3

EENGUIN]

As Club Penguin focuses its efforts to create new experience
online, Club Penguin in the German language will be closing
2015. Until that date, penguins can log in to Club Penguin in £
and play. After that date, all penguins are invited to join other
languages, English, French, Portuguese, and Spanish, with ¢
existing penguin accounts. The Club Penguin app in the Ge
language will also be removed from the App Store and the
Play Store on Sept. 2, 2015.

Dear GUEST NAME,

To learn more about Club Penguin closing in the German lang
please find more information here:

Once again, thank you for being an important part of the Club
Penguin community.

Thank you for being a part of the amazing Club Penguin community.

As Club Penguin focuses its efforts to create new experiences for kids
online, Club Penguin in the German language will be closing Sept. 2,
2015. Until that date, penguins can log in to Club Penguin German
language and play. After that date, all penguins are invited to join
other languages, English, French, Portuguese, and Spanish, with
their existing penguin accounts.

As of June 30, 2015 all current Club Penguin memberships
purchased at clubpenguin.com/de in the German language will be
canceled and the last payment on each account refunded in full. No
further charges will be applied unless a new membership is
purchased in English, French, Portuguese, or Spanish. As a special
thank you, all current Club Penguin memberships in German as of
June 30, 2015 will have free, unlimited access on our German servers
until the language closes on Sept. 2, 2015.

Waddle on!

Club Ptnau\in Team

Unsubscribe ConstactUs  Torms of Use  Privacy Policy

If you purchased your membership on your mobile device, additional
stens are reauired for vour cancellation and refund Please click here

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

;stneio
INTERACTIVE




What Happens June 30th?

B L8 okt et aceount o iy in Englsh, Freril Portuos *nw:mwm We b t e & A l ' d at e .
By S I p p p S [ |
. embership Blog Safety Parents Products Apps Help PLAY NOW!

e (German and Russian sites bannered

. » Create a penguin flow blocked on web and

[LANGUAGE] language will be closing Sept. 2, 2015.

| ]
As of June 30, players can no longer purchase a new membership, or m O bl Ie
create a new penguin in the [LANGUAGE] language. However, you're n
Y= B most welcome to create penguins and purchase a membership in the
RENGUIN following languages: English, French, Portuguese, or Spanish.

* Membership flow blocked on web and mobile.
| Including Gift Certificates.

ONE MONTHLY MEMBERSHIP—UNLIMITED ACCESS

ABOUT MEMBERSHIP

TRy e * NOTE: Membership card and gift certificate

+  Access features in all Club Penguin apps

e e e redemption will remain open.

+ Unlimited access to new content every month

GAMES & CLOTHING, NEW
QUESTS PETS & ITEMS CONTENT o
%lSNEP

INTERACTIVE

PENGUIN
APPS

GIFT CERTIFICATES | PURCHASE ONLINE

Give the gift of Club Penguin membership!

ety B 12 Month
It's easy. Choose a 6 or 12 month membership, fill out our secure %ﬂﬂ Mcmbe'sh‘p
.

online form, and receive a Gift Code via email Gift Card code don't

have expiry dates, so purchase one now and forward it via email




What Happens June

Fomm— help.Disney.com Updates
gﬁ.‘“}m Mowows Mognucxka Bnor Gesonacwocts PomwrenAM Tosape: Mpunowenmn — ° G erman an d RU S SI an h el p Slt es b annere d

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

BeeauTe KnN4YeBoe cNnoBo UNu BOMNPOC, 4YTOObl HANTU OTBETLI

* Localized FAQ'’s posted in English, Spanish,
+ Jlobpo noxanosats 8 Knyb nuHrenHos! MNonynspHble TeMb Portuguese and French answering general

3Aech Bbl CMOXETE HalTW OTBETHI Ha HONLLMHCTBO BO3HMKAKOWMX BONPOCOB, Kacaowuxca Knyba OTKPON KNACCHHECKHE THEHUPOBOUHLI
NUHIBMHOB. HanuwuTe Balw BONPOC MK KNKOYEBOE C/IOBO B CTPOKE NOUCKA M BbibepuTe canT; unu sagawma MMM - Tonsxo Ka caiTe

|
BbibepuTe CTaTLIO M3 CNUCKA HMXe! clubpenguin.com! q u eSt I O n S .

'_ M36paHH ble Nrpbl MNouemy A He mory soitTk & “Knyb

nuHransoe”?

Mouyemy 8 urpe «Knyb MNuursmHoe»
HYXXHO CKa4aTh WNK yCTanoBsuTe Flash?

PDsry

Kak oTnpasqTh 3NeKTPOHHOE NUCHMO
“Knyby nuursnHor”?

(NWHBWHOB)

?Eﬁ%nqo
Kaxk akTueupoBsare Y48 THYIO 3anuch ' NT E RACT I v E

Kny6 MuHreuHos MpunoxeHune FOHKM Ha caHKax Madnomaxua Cryaua IREG PeOsies

Kny6a nuHrenHos 3ByKO3anucum
Kax MaMeHnTe MO NNATEXHYIO
MHAOPMALMIO UK MeTOA ONNATE?

[MonynsapHsble

Kaxk cmMeHnTs napone?
Kak ouMCcTuTbh K3W?

MBS Kak pewunTs TexHuyeckyo npobnemy?

EYAET 1M noanncka aeBToMaTuvyecku 0bHOBNATLCA? HOBOCTM

B Noanucka va "Kny6 nuurennos”.

Tweets W Follow


http://help.Disney.com

What Happens June 30th?

(No Subject) General Game Support Stops
can i ask u for a little help my.friend dorabeast .told me -that u r giving one week membership code .
e gooiness iz send e enc * Auto responses will be sent from German and
Russian support emails addresses directing
cmai - i Soecta Termpas guests to the FAQ.
From ‘support@clubpenguin.com" <support@clubpenguin.com: - ® NO game related queStlcnS Wl” be answered
Co moving forward.
*To |1 Rahul Chauhan x: oo ] . .
| e Billing related emails will continue to be
Bee 4L dave.sohnchen@disney.com x answered Untll September SOth
* Billing/membership related questions sent to
" Subject Club Penguin Support: Ticket Number 02692835 SUppOrt addresses Wl” be reaSSIQHGd to the
L A-B-||B I U s|@le = Mz = = billing queues and responded to. -
L = ~,5H Font ~|| Size ~ || Format - INTERACI'?IVE
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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

* OS 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)

?st»ey
INTERACTIVE




What will kids see?

Membership Page Play Page

Attention Penguins, from Sept. 2, 2015, you will no longer be able to play Club Penguin in LANGUAGE. '
You can continue to use your existing account to play in English, French, Portuguese or Spanish.
ey
 Membership Blog Safety Parents Products Apps Help PLAY NOW!

lention Penguins, from Sept. 2, 2015, you will no longer be able to play Club Penguin in LANGUAGE.
You can continue to use your existing account to play in English, French, Portuguese or Spanish.

Learn More

Membership Blog Safety Parents Products Apps Help Select Language (*% LogOff

Canadian Dollar v

Attention Penguins, Disney Club Penguin in the
[LANGUAGE] language will be closing Sept. 2, 2015.
As of June 30, players can no longer purchase a new membership, or
create a new penguin in the [LANGUAGE] language. However, you're

- most welcome to create penguins and purchase a membership in the
following languages: English, French, Portuguese, or Spanish.

Learn More

. B‘s-.':f'; \’.
¥ CLUB PENGUIN

ONE MONTHLY MEMBERSHIP—UNLIMITED ACCESS

ABOUT MEMBERSHIP

Ly i, . One membership gives unlimited access to everything in Club
Penguin. l
Access features in all Club Penguin apps
Play more mini-game and earn rare quest prizes
« Collect clothing, items, and adopt up to 75 pets
Unlimited access to new content every month

| WS

GAMES & CLOTHING, NEW

PENGUIN QUESTS PETS & ITEMS CONTENT

APPS

© Disney. Club Penguin™

GIFT CERTIFICATES | PURCHASE ONLINE e AU U e AU R A

The service provider for this site is Disney Canada Inc, located at 500-1628 Dickson Avenue, Kelowna, British Columbia, Canada VIY 9X1.
Company Registration #1879215 VAT2EUS26012025

Give the gift of Club Penguin membership!

o Month
C‘JJB }V\imber ship

e asew o0 Y nemberdh Al o o g -
It's easy. Choose a 6 or 12 month membership, fill out our secur Pt “K,X“N

online form, and receive a Gift Code via email Gift Card code don't



What will kids see?

Membership Flow

e
Attention Pengul humhm-ﬂummzma ey

NJDf‘ Membership Bl Safety Parents Products Apps Melp

FENGUN

[:‘_ l‘,B Membenhip Blog Safety Paents Preducts A

Membership

Attention Penguins, Disney Chub Peaguin in the
[LANGUAGE] tanguage will be closing Sept. 2, 2015,

As of June 30, players can no longer purchase a new membership, or
create 3 new penguin in the ILANGUAGE] language. However, you're
MOST WHICOME 1O Create penguint and Durchate & mermbDership in the

| — 1 _ FAQ
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ONE MONTHLY MEMBERSHIP—UNLIMITED ACCESS

ABOUT MEMBERSHIP

Onwe membenig gives unliensted accen 20 everything in Ch

Pergun

Access features # all Oub Penguen apgn

Play mawe mre Qe ared €30 1200 (it prides
Colect clothing, Rome, and adopt up to 75 pett
Undrmted accett B0 new contont overy month

Quick Links Activate Card

Language Select
A——s Parent Tools

Global Citizenahip i ENGL'SH v

Contact
CLue
PENGUIN
APPS

Fun St d Uniock Nems GAMES & CLOTHING, NEW

QUESTS PETS & ITEMS CONTENT

-——

GIFT CERTIFICATES | PURCHASE ONLINE

Give the gift of Club Penguin membership! P s 12 Month

ty eary. (hoose a 6 or 12 monrth membenthp, 8l cut our woure (;‘_:“l';,‘;;‘ Mcn‘ht’""‘p
e foem, s retive 2 G Code via el G Cad codle dom M

Aave expiry dates, 1o punchate one now and forwasd 2 via evwail

whenever you're ready

MEMBERSHIP CARDS | BUY IN STORES

Club Penguin membership cards make great gifts!

Mambear ND Medrvi MOre ways 10 Create unague 1tpies detign the

porfect igioo, collect pet pufies, and 10 much mose. Pick wp 2




hat will kids see?

Create Flow

oty __‘l\' l\l

sy R
., CLUB PENGUIN

FAQ

(PLACEHOLDER)

o
‘ g About Membership

A

S EEINODLUINN / d
-~

© Disney, Club Penguin™
Company Yerems of Use Privacy Policy ComtactUs Site Map AfShates

this yte is Disney Canada Inc, located at 500-1628 Dickson Avenwe, Kelowna, Britivh Columbia, Canada VIY 9X1
Company Registration #1879215 VATSEUS2601 2025




What will kids see?

Oops Flow

.

ENGThasN

Membership

Attention Penguing, Disney Club Penguin in the
[LANGUAGE] language will be closing Sept. 2, 2015,

As of June J0, players can no longer purchase & new membership, or
Create a new penguin in the [LANGUAGE] language. However, you're
MOST welCome 10 Create penguing and purchate 8 membership in the
fosowing or Spanish,

— -

(PLACEHOLDER)
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ONE MONTHLY MEMBERSHIP—UNLIMITED ACCESS

ABOUT MEMBERSHIP

One memBenhip gves unbiented Ao B0 everythung in Cub
Perguin

Access festures in dll O Penguin apen

Play more murs Qame and @i rare Queit prizet

Collect clothing, itera, and adopt up 10 75 pets
»  Unlensted access 10 new content every month

GAMES & CLOTHING, NEW

PENGUIN QUESTS PETS & ITEMS CONTENT

APPS

GIFT CERTIFICATES | PURCHASE ONLINE

Give the gift of Club Penguin membership! s 12 Month

s casy. Choose 8 6 o 12 month membership, Sl out Our setwe (.:‘;l','.‘ N\ﬂmh“"“‘p
o a Gt Code via e M Cand code &

Narve €apary a = Y wad a a

VRenever Jre read

MEMBERSHIP CARDS | BUY IN STORES

Club Penguin membership cards make great gifts!

Membut ship mesrs moee amayy 10 (eale unigue sty devign the

perfect oo, collect pet ey, and s0 much moee. Pk up a




What do we have to do?

German & Russian Sunset Answer Questions

| " * The most anticipated questions have been

| vSunset Schedule & Timeline | documented and put into FAQ’s that you can
direct guests to. Questions like:

> Support address auto response

>FAQ's «
>Quick Text «

When are the languages closing?
Is this the end of CP?

>Phone Sorpts < Do | get a refund?
> Cancellation/Refund Walkthroughs
> Salesforce Tagging Can I St|” play'7
» Phone scripts has additional questions that may

> Pre-Sunset Emails come In as well as how to deal with trolls.

>User Flows




What do we have to do?

German & Russian language sunsets

For quick reference to sunset materials including FAQ's, scripts to use, and walkthroughs,
please make your choice from the menu on the left.

Mobile Cancellation & Refund Walkthroughs

Below are the instructions for cancellation and refund requests for iOS and Android
purchases. Web cancellations and refunds will be processed manually.

» -i0S > Android

Cancel Instructions |5 0005 e

1. Visit the App Store on your mobile device.

2. Select Featured at the bottom of the screen.

3. Scroll down and tap the Apple ID button in the lower left-hand corner. If you haven't
signed in yet, tap Sign In.

4. Tap View Apple ID.

5. Enter your password, then hit OK.

6. Scroll down and locate Manage App Subscriptions. If you don't have any subscriptions,
you won't see this option.

7. Select your Club Penguin subscription.

8. Move the slider to the Off position.

9. Tap Turn Off to confirm.

Cancel i0S Memberships

I0OS 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

’ Available on

_ ® itunes



What do we have to do?

»i0S ~Android s Cancel & Refund Google Play
Refund Instructions MemberShips

To refund a guest their Google Play subscription purchase do the following:

1. Verify Fhe account throgg.h the Transa.cti.on ID in the Club Penguir? email receipt | ® G u eStS W| I I be d | reCted tO CO ntaCt u S tO
(this will be a 2,3 or 4 digit code) — This is sent to the Parent Email associated with .
tGh; ?ii?:in. Once the account is verified, you can cancel the subscription through can Cel an d recejve refu N d S fO Y G Oog Ie

Play memberships.

2. Use the quick text called “Android Refund Request” to ask the guest for the
following information in order to process the refund. Quick text below for reference:

"To request a refund for your purchase, please provide the following: 1. Your full ® We Ca. ﬂ Ca n Ce I | n GX TO O I S

name as it appears in your Google Play account 2. Your email address as it

appears in your Google Play account 3. Your Google Play order number 4. A ) :

detailed exp[anatjon ofyourrequest." ® TL S Can Issue refunds frOm Our GOogle
3. Write a ticket note and include the above info (full name on Google Play account, Wal Iet aCCO U nt .

email address, order number and reason for refund)

Assign to the EN- Mobile Google Refunds queue

TL will process the refund and write a ticket note confirming the refund

TL will assign the ticket back the rep and change status of ticket to Waiting On Rep
Rep writes the guest back confirming the refund has been processed.

NOTE: Refunds can be issued back to the last payment PRIOR to June 30, 2015. ;/ GOOSIQ p\ay

N o OB




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
Sy, Ve I — be the same.

« Access features in all Club Penguin apps

« Play more mini-game levels and eam rare quest
prizes

« Collect clothing, items, and adopt up to 75 pets
« Unilimited access to new content every month A

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

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

GIFT CERTIFICATES | PURCHASE ONLINE

Give the gift of Club Penguin membershipl

It's easy. Choose a 6 or 12 month membership, fill out our secure

nline form, and receive a Gift Card code via email. Gift Card codes
dont have expiry dates, so purchase one now and forward It via
emall whenever you're rea

dy.
o

MEMBERSHIP CARDS | BUY IN STORES



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

What do we have to do?

e Membership Cards

One membership gives unlimited access to everything
in Club Penguin.

« Access features In all Cub Penguin apps

rmme e * We are unable to refund membership cards
purchased at a retail store

« Unlimited access 10 new content every month

* |f a guest asks for a refund, we will;

R N—— | ) Encourage them to redeem their card in a
' different language

Give the gift of Club Penguin membershipl
It's easy. Choose a 6 or 12 month membership, fll out our secure

Recommend they go back to the retailer fo a
refund

MEMBERSHIP CARDS | BUY IN STORES

Talk to Dave to see if there is any other
compensation we can provide them

Club Penguin membership cards make great gifts!

Membership means more ways to create unique styles, design the
perfect igloo, collect pet puffles, and so much more. Pick up a
membership card at a retaller near you.




What do we say?

German & Russian Sunset FAQ’s
* All FAQ’s have been translated so you can see

e | exactly what will go on help.disney.com
* Use the FAQ’s as a resource to help answer

> Support address auto response q U eSt | ons.

>FAQ's «

> Quick Text * URL’s are provided on confluence so you can

>Phone Scripts also direct guests there as well.

> Cancellation/Refund Walkthroughs

> Salesforce Tagging

'. : ?stne]p
Communications and User Flows INTERACTIVE

> Pre-Sunset Emails

>User Flows



http://help.disney.com

What do we say?

German & Russian Sunset Quick Text
* These are the responses that will be In

 vSunset Schedule & Timeline | Salesforce for you to quickly put in email
résponses.

>Support address auto response * |n addition, cancellation instructions for iOS and

>FAQ's . . . .

Android subscriptions are avallable already so
> Quick Text «

you can quickly address these questions.

>Phone Scripts

> Cancellation/Refund Walkthroughs

> Salesforce Tagging

'. .' ?stne]p
Communications and User Flows INTERACTIVE

> Pre-Sunset Emails

>User Flows




What do we say?

German & Russian Sunset

Overview
vSunset Schedule & Timeline

Support Resources

> Support address auto response
>FAQ's
> Quick Text

>Phone Scripts «

> Cancellation/Refund Walkthroughs

> Salesforce Tagging

Communications and User Flows

> Pre-Sunset Emails

>User Flows

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

QstNEP
INTERACTIVE
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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 emaill if you have questions or you're
not sure how to respond to a guest’s question.






