Transkript rozhovort
T =Tazatel

R =Respondent

Priloha - Rozhovor s Petrem Florianem
T: Mohl by ses néjak kratce predstavit, jak se jmenujes, kolik ti, tvé vzdélani?

R: Jasng, tak jmenuji se Petr Florian, je mi dvacet pét, a mam magistra na FSV na
Karlovce v oboru medialni studia, pfedtim jsem studoval na bakalafi marketing a PR
taky na FSV.

T: Mas pocit, ze ti to studium néjak pomohlo v praci community manazera?

R: Asi jo, hlavné mi to pomohlo ziskat praxi. Byly to asi oteviraci vratka do néjaky prvni
prace v oboru a pak uz se to nabalovalo na to, takze hlavné v tom.

T: Jo, jo, rozumim. Jak dlouho se vénujes$ pozici community manazera?

R: No ted jsem tam zacal pracovat na podzim, takZe je to pét mésicl asi, ale v podstaté
je to dost podobny tém pracem, co jsem délal predtim.

T: Aco jsi délal pfedtim teda?

R: No pfedtim jsem délal PR a social media specialistu, to jsem délal asi rok a pfedtim
jsem jesté néco podobného délal jesté na Slavii. A jeSté v jedné firme predtim jsem
pracoval tfi roky, ktera to byla PR, ne, pockej, marketing a sales assistant, tak to byla
Uplné takova prvni prace.

T: TakZe ted'vtom gamingu délas od toho podzimu 20237

R:Jo, jo.

T: Super. Aje to pro tebe prace na plny Uvazek?

R: Jo, jo, je na plny uvazek.

T: Co vnimas jako hlavni cile community managementu v hernim primyslu?

R: No, tak asi néjak vytvaret vztah s tou komunitou a komunikovat s tou komunitou. Je
to v podstaté takovy PR, no.

T: Jak hodnotite vysledky tvé prace? Mate jako néjakou Skalu nebo néco takového?

R : No, ja to neméfim, nevim jestli to nékdo méfi, my to nedélame, vime, ze to ma smysl,
protoze ty véci, co délame, tak maji ohlas u téch lidi. Sleduje nas spousta lidi a vlastné



nemame zadnou tfeba placenou reklamu Uplné. Takze tady to je vlastné takovy hlavni
zpusob, kterym néjak jako komunikujeme s tou verejnosti.

T: Aty teda, to jsme jeSté nezminili, momentalné pracujes v SCS Software.
R:Jo, jo.

T: Se zeptam takhle, napadaji ti néjaké zasadni zmény nebo trendy momentalné v
community managementu, co se jako mozna zmeénilo v poslednich mésicich nebo
letech, néjaka jako fakt vyrazna zmeéna?

R: No, to nedokazu asi uplné fict, protoze délam tam jenom chvili a tak nevim, ted' mé
asi nic nenapada, mozna kdybych se zamyslel dyl, tak by mé tfeba néco napadlo.

T: Pfiblizi§ mi troSku na jakém projektu momentalné pracujes, mas jako néjakou urcitou
hru, kde spravuje$ komunitu, nebo?

R: No, tak mame dveé hry. To je American Truck Simulator a Euro Truck Simulator 2, které
vlastné uz vysly pred 5 lety, ale my vlastné pofad vydavame DLC a updaty, takze tady na
téch dvou hrach.

T: Komunikujete tenhle projekt skrze Discord i Steam?

R: Urcité skrz Steam a na Discordu jsme spi$ jako pfimo v kontaktu s tou komunitou. Ale
spis tak jako ne Uplné oficialné.

T: Takze nemate jako pfimo vas server na Discordu?

R: Mame interni server, ale jinak tfeba spis pravé my jako community managefi jsme
tam jako za sebe, nebo jakoby jsme tam jako sami za sebe, Ze nemame néjaky firemni

UcCet a jsme tfeba praveé v téch komunitach nebo na téch serverech téch komunit
rliznych.

T: V ¢em vidis vyhody a nevyhody Discordu? Mas tam néjaké oblibené nastroje, nebo
néco takového?

R: Jo, no to asi Uplné ne, ja ten Discord pouzivam ale neni to tak, ze bych ho Uplné
miloval, ale je urcité jednoduchy na pouzivani a takovy intuitivni, ale Ze bych mél néjak,
pfimo fict, uplné néjakeé vyhody, to asi nevim.

T: TakZe vy teda pro komunikaci s fanousky nemate svij server, ale ty vase hry nejspis
nejakeé servery maji, které jako nevlastnite jako vy nebo takhle, ale vlastné vznikaji jako
takovy user-generated content?

R: Néco takového.

T: Atam ty teda jako reagujes a lidi tam, ti fanousSci vi, Ze jsi jako z té firmy, nebo jak to
tammate?



R: Jo, ja tam mam jakoby prosté, ja nevim, mam tam jako ucet jako SCS Petr, jsem
community manager a tak tam s nimi komunikujeme pfilezitostné, no.

T: Na Steamu jste néjak kontaktu s komunitou, nebo tam spiS jenom jako vydavate ty
DLCc¢ka? Jak fungujete na Steamu?

R: No na Steamu, my tam mame jakoby, jak mas pfimo jako profil té hry a nebo profil
nasi spolecnosti, tak tam vydavame jako blogy. Hlavné vydavame blogy jako pfimo na
naSi strance, ale zaroven to davame i na ten Steam, ktery je pod tu hru a pod ty nasi
spolecnosti.

T: A kromé tady téch dvou platforem, spravujes ty komunity jeSté nékde jinde? Na
néjakych socialnich sitich nebo néco podobného?

R: No, mame Facebook, Instagram, Twitter.

T: VidiS néjaky vyrazny rozdil mezi téma platformama, co se té komunity tyCe, Ze tfeba
na Facebooku se chovaji ti fanousci trosku jinak, na Discordu trosku jinak, néco
takového?

R: Asi jo, myslim si, Ze na tom Discordu je mozna ta komunikace takova rozumnégjsi bych
fekl asi. Pfijde mi, Ze na téch socialnich sitich je hodné takovych ndhodnych komentaf
obcas, u kterych si fikam jako, jak to viibec souvisi s timhle. Prosté ja nevim, Ze tfeba
vydame blog na néjaké téma a lidi se nas tam ptaji Uplné jako, kdy vyjde tohle, to s tim
vlbec nesouvisi, chapes. A na tom Discordu je to takovy, no prosté nejsou tam takové
Uplné nahodné véci, ze tam jsou asi mozna trosku vic lidi, ktefi jsou tfeba trochu vic
zabrani do té hry nebo soucasti té komunity, tak tohle je to asi jiny.

nepfijde?

R: No asi jo, ale mozna je to taky tim, Ze tam je obecné asi néjak jako vic reakci a obCas
se tam objevi néjaky komentaf, ktery je negativni.

T: Kdyz se zeptam na néjakou frekvenci, jak ¢asto odpovidas nebo moderujes ty
diskuze?

R: Asi to zalezi, protoze asi zalezi, kolik mam ¢asu nebo kolik mam jako vylozenég jiné
prace, protoze tfreba kdyZ piSu ty blogy a mam hodné prace s blogama, tak tfeba nemam
Uplné ¢as vénovat se komentarim a tak, ale kdyz se mam nékdy volnéji, tak se snazim
odpovidat na tohle. Takze nevim, uplné néjakou frekvenci, tak tfeba dvé hodiny tydné,
néco takového.

T: MUzes$ mé trosku provést procesem toho, Ze kdyZ tfeba pravé vydavate néjaky jako
vétsi update nebo néjakeé to placené DLCc¢ko, jakym zplsobem to komunikujete?



R: No, tak vzdycky pfedtim vlastné nez, tak kdyz pracujeme na néjakém DLC¢ku, vlastné
zacinato tim, Ze jako oznamime to DLC¢&ko, to vydavame néjaky, vétSinou néjaky kratky
teaser jenom, tto byva par mésicl pred tim vydanim, nebo vlastné mozn4, asi zalezi u
jakého, protoze tfeba u toho American Truck Simulatoru, tak tam jsou ty DLC mensi,
protoZze my vlastné vydavame ty jednotlivé staty, které pfidavame postupné a tam ty
staty jsou mensi, takzZe ta prace je rychlejsi. TakZze tam to mUzZe byt prosté par mésicu
pred vydanim. Eurotrack Simulatoru, to mlze byt jako delsi doba, protoze tam jsou ty
DLCcka zase vétSi. No a potom, potom vlastné jak probiha prace vlastné na téch
DLCckach, tak podle toho, co mlizZeme jako néjak zpracovavat do raznych téch blog(,
tak to délame na rizny témata. Kdyz vydavame, tfeba budeme vydavat néjaky DLC¢ko
néjaky stat novy v Americe, tak, tak tfeba piSeme blogy prosté o méstech, ktery tam
budou a ja nevim, néjaké landmarky a tak. A tady téch blogl byva, jo, nevim, tfeba 10 a
vyddvame prosté v pribéhu, v pribéhu téch mésict. Cim vic se to blizi, tak tim vic,
protoze vlastné jak se to blizi k dokonceni, tak mame vic o ¢em psat a hlavné mazeme
ukazovat i néjaké véci pfimo z toho, jako videa nebo screenshoty néjaky. No a pak
vlastné to vydame.

T: Mas pocit, ze ta komunikace, ta tva komunikace s fanousky pres tyto blogy a tak
podobné ma teda ve vysledku., Ze fanousci vice utraci v té hre, tfeba za to DLC?

R: Asi bych fekl, Ze jo, protoze vlastné jak jsem fikal, tak je to, tady ten zpUsob vlastné je,
Ze nemame zadnou propagaci nebo reklamu, takze vlastné asijo. A hlavné tim
ukazujeme prosté ty DLC¢ka, ze jo.

T: DalSi okruh, na ktery bych se chtél zeptat, je Game as a Service, vlastné prodavat hru
jako sluzbu a ne jako produkt. O tom se bavite? Je to néco, co ti pfijde jako néjaky
rostouci trend v hernim priimyslu?

R:Jasné, nojako jo, jestli je to trend, no mozna, pfijde mito, zZe to je urcité fajn,
vzhledem k tomu, ze vlastné kdyz asi délas uplné novou hru, tak vlastné to délas
nékolik let, Ze jo, a samoziejmeé ¢eka$§, nez ti to vlastné néco pfinese, néjaky jako pfijem.
Zatim co tady je to takova kontinualni prace, ktera vlastné neznamena, Ze prosté ta
firma je prosté nékolik let bez pfijmu a je to takovy plynulejsi, bych fekl, no. Takze vtom
je to asi lepSi. A zaroven je to taky super k tomu, ze pravé tam ¢lovek vytvari a udrzi si tu
komunitu diky tomu.

T: Kdyz dostanes néjaky feedback v té komunité, kterou spravuje§, komunikujes to
zpatky do studia?

R: Ano. Jo, uréité. My teda taky mame jako vlastni forum, jednak tam jsou pfimo jako
vyvojafi z té hry, ktefi si tam Ctou. Slouzi to k néjakym diskuzim a také k reportovani
rbznych bugl a tak. TakZe to si ¢tou i pfimo vyvojari, nejenom my. A tak ¢asto prave, kdyz
nam nékdo piSe ohledné ¢ohokoliv, bud'to je odkazeme na to férum, nebo davame



feedback. Pfimo jako néjakym lidem, ktery, zalezi, kdyZ jde o néjakou chybu tfeba ve hfe,
tak lidem to s tim mdZou néco délat, no.

T: To forum to mate na néjaké webovce, nebo je to na Redditu, nebo néco takového?
R: Jo, to je pfimo webu, no.
T: Vnimas, ze ten feedback je potom néjak reflektovan v téch novych updatech a tak?

R: Jo, to urcité. Jakoze mi, no, urcité nas jako zajima, co sitilidi mysli a co by se jim libilo
a snazime se to néjak délat, kdyz je to proveditelny.

T: Rozumim. TroSku osobnéji ted, zazil jsi néjaké toxické chovani, které bylo sméfovano
pfimo k tvoji osobé, jakoZzto community managera?

R: Asi ne, nic mé nenapada ted.

T: Super, takZze nedostavas tam néjaky hate nebo néco takového, protoze je tam néjaky
bug nebo néco takovyho, jo?

R: Neg, to ne.

T: Super. Pak jsem se chtél zeptat teda, jak celkove zvladas negativni reakce a Utocné
reakce, ale to se tim padem asi anuluje. DalSi otazka je, povazujes$ se do urcité miry ty
za herniho vyvojare? Tim, Ze vlastné ten feedback davas do toho studia a to studio
potom s tim pracuje?

R: No, to asi ne. To spiS podle mé&, no, to bych o sobé nefekl.

T: UvaZzujes i o jiné roli nebo profesi v hranim primyslu?

R: No, tady to mé to ted hrozné bavi, takze ne.

T: MlZu se té jesté zeptat, nez jsi nastoupil do té prace, hral jsity dvé hry?
R: Hral, ja jsem je pravé hral uz davno.

T: A byl jsi taky soucasti té komunity jeSté prfedtim?

R: Ne, nebyl. Ja jsem to hral, ale jako... Tu firmu ani ty, ja jsem dlouho ani nevédél, ze to
je Ceska firma, ale potom, kdyz jsem to zjistil, tak jsem cilené chtél tam pracovat.

T: Jak to mas s home officeem a praci a dalku nebo néco takového, dovoluiji ti to?
R: Jo, jo, mame tam moznost vzit si home office, ale neni to jako neomezeny.

T: Jo, chapu, takze vétSinou jako chodis nékde do officu?

R: Jojo.

T: A s kym sedi$ v oddéleni? Mate to néjak jako rozdéleny?



R: Je to vramci marketingového oddéleni.
T: Takze i nejCastéji jako spolupracujes$ s marketingovym oddélenim?
R: Jo.

T: A jeSté se té zeptam, jestli se citiS plnohodnotnou soucasti toho vyvojarského studia?

R: Urcité.



Pfriloha - Rozhovor s Halinou Kopalovou

T: Mohla byste se kratce jenom predstavit, jak se jmenujete, v které firmé pracujete a
jaky mate tfeba akademicky background?

R: Jo, tak jmenuji se Halina Kopalova, pracuji pro Wargaming na pozici community
manager pro ¢eskoslovenskou komunitu. A moje vzdélani je zdravotni sestra, nemam
nic vramci gamingu nebo social media.

T: A pracovala jste i jako zdravotni sestra?
R: Pracovala jsem skoro 10 let jako zdravotni sestra.

T: Super. A pfijde vam, ze tfeba nékteré véci maji tyhle dvé pozice spole¢né mozna, ten
community management a ta zdravotni sestra?

R: Maiji. Je to vlastné pomoc tém lidem, ktery potfebuji tu pomoc, at uz je to po zdravotni
strance, kdy vysvétlujete tém klientlim, jak maji o sebe pecovat, anebo v ramci gamingu
je to tfeba pomoct tém hracdm, jak maji napfiklad vyfesit problém s i¢tem nebo setkaji
se prosté s néjakym problémem, ktery potfebuji vyfesit, takZze nékteré aspekty jsou
podobny.

T: Jo, jo, rozumim, super. A je to teda pro vds momentalné prace na plny Uvazek, ten
community management?

R: Ano.
T: Super. Co vnimate jako hlavni cile community managementu v hernim pramyslu?

R: Je to vedeni té komunity, vlastné sbirani toho feedbacku od hra¢i smérem k té firmé.
To znamena, co si ta komunita preje, jak by pfipadné dal ta firma méla postupovat v
ramci vyvoje, v ramci Uprav toho herniho prostredi. Takze urcité je to dllezita spojka,
protoze je potfeba prosté, aby ten kanal mezi hraema a firmou byl néjakej stanovenej,
aby védéli, na koho se obracet v pfipadé problémd, v pfipadé ¢ehokoliv v podstaté.

T: TakZe ten feedback néjak uré¢ité komunikujete zpatky do studia.
R: Ano.

T: Napadaji vas néjaké zasadni zmény nebo trendy v community managementu co se
odehraly v poslednich letech?

R: Je to celkem mlady obor. Kdyz se podivame, tak je to pfiblizné 25 let stary obor. A
kazda firma vnima community management trosku jinak. TakZze ono, de facto, zmeény
jsou neustale, protoze kazda firma pfibere zcommunity managementu néco jiného.
Nékdy ty firmy maiji tfeba tym social media, to znamena pro socialni sité, a komunikaci
tfeba délaji jenom po nékterych platformach, nebo naopak jsou firmy, u kterych ten
community management déla uplné vsSe. Takze ono to nejde Uplné specifikovat, ze by



byly néjaky zmeény velky, zalezi prosté firma od firmy. Ale urcité je to obor, ktery se de
facto stabilizuje teprve, Takze uvidime, co bude dal.

T: Prozradila byste, na jakém projektu hfe momentalné pracujete?
R: Ja délam pfimo pro World of Tanks.

T: Komunikujete tuto hru skrze Discord i Steam?

R: Ano, ano.

T: Super. V ¢em vidite vyhody a nevyhody, kdyz se podivame na platformu Discord? Jsou
tam néjaké néastroje, které vyuzivate ¢asto? Mate tam sv(j server?

R: Ur¢ité mame svdj server, ten Discord je supervtom, Ze je to vlastné aktivni, rychle
rostouci chat. Neni to napfiklad, kdyz to porovham s forem nebo s Facebookem, tak
Discord je vic aktivnéjsi, je to vic formou chatu nez tfeba tvorbou vlaken. A vyhoda je i
ta, ze Discord se ted hodné rozviji, nebo v poslednich dejme tomu dvou letech, jsme
tam zaznamenali velky zmény, tfeba prinesli pravé rozdéleni na vlakna, rozdéleni, kdy
mUzZou byt sekce urcity na Discordu, coz dfiv nebyvalo, takze oni to dal vyviji a hodné se
radi s hernima spole¢nostma vlastnég, co by méli dal pfinést, nebo pfijimaji i ty navrhy,
COZ je super.

T: Super. Ted se zeptam na Steam teda, tam taky néjak komunikujete s komunitou?

R: Ano, tam vétSinou tyhle hry maiji svoje diskusni sekce. Je to podobny jako férum, ale
jde komunikovat i pod jednotlivymi ¢lenkami od firem, ktefi vydavaiji k tydenni hre,
anebo diskutovat zvlast ve vlaknech, na coz jsou hraci celkem zvykli. Hlavné Steam je
starsi platforma, nechci fict uplné stard, ale starsi, takze hraci jsou na ni zvykli, maji tam
uz néjakou historii, radi se chlubi rliznyma odznackama, ktery maji z téch danych her,
takZe i to ma velkou budoucnost.

T: Rozumim. Spravujete komunity teda jeSté na dalSich platformach typu Twitch,
socialni sité, Reddit mozna?

R: Ano, ano, vSechny socialni sité, které v podstaté jsou, tak de facto mame kanaly,
nebo jsme tam pfitomni, at uz z oficialni stranky, nebo fanouskovsky stranky.

T: Ted bych se zeptal na néjakou ¢asovou dotaci nebo frekvenci, jak ¢asto si myslite, ze
vstupujete do té diskuze? Jak ¢asto odpovidate? Treba na tydenni, denni bazi?

R: Na denni bazi zalezi, jaky jsou akce zrovna, takze tfeba je uréita néjaka pracovni doba
a béhem té pracovni doby v podstaté se objevujeme na vSech socialnich sitich, takze
ono zalezi. Radno napfiklad, ja nevim, pfijdu na Facebook na ¢eskej, vyfidim pfispévky na
¢eském Facebooku, tak prekliknu tfeba na anglicky Facebook, podpovidam tam, pak
prekliknu tfeba na Reddit, podpovidam tam, takze mezi tim samozfejmé nejsem na tom



Facebooku. A zaleZi, jak rychle to jde, no. A pak se mizu samoziejmeé vratit zpatky tfeba
na ten Facebook, jo, nebo na Discord, to uz zalezi.

T: Rozumim, rozumim. Kdyz tfeba vyjde novy update nebo néjaké placené rozSifeni té
hry, jakym zplsobem tohle komunikujete?

R: Hlavné my nemame placeny rozSifeni, ale je to online hra free-to-play, takze uplné
tohle neni komunikované, protoZze nemame tu jesté verzi. Ale vétSinou k tomu vyjde
¢lanek na naSem portale, na socialnich médiich vyjdou pfispévky, pokud je néjaka velka
novinka ve hfe a pod tim jsou komentare, kde odpovidame, nebo i na YouTube pod
videama. Pak jsou streamy napfiklad, kde naSi zaméstnanci pfedstavuji tu novinku.
Normalné se da vtom chatu komunikovat, nebo chodime tfeba po community
kontributorech, ktefi vysilaji a mzeme tam komunikovat s nima na Discordu atd.
Vlastné se vytvofri vldakno.

T: Mé ta hra teda né&jakou néjakou feature nebo néco, za co tam lidé mUZou utratit
penize?

R: VSeobecné se da podivat na naSe stranky, kde je tfeba prémiovy obchod, kde se da
koupit nebo pofidit néco do hry, ale neni to nutnosti. Vlastné ta hra se da hrat uplné v
pohodé i bez toho.

T: Ja se jenom ptam, protoze dalsi z mych otazek je, jestli mate pocit, Zze diky té vasi
komunikaci s fanousky, oni sami jsou tfeba vice pfistupni k tomu, aby za tu hru utraceli?

R: Jakoby ja to Uplné nejsem z marketingu, takZe tézko fict. TéZko fict, to Uplné nemuizu
nemUzu komunikovat.

T: Takze jesté tohle bych si zrekapituloval. Vy dostanete néjaky feedback teda v té
komunité, to komunikujete zpatky k vyvojarim, a to je potom reflektovano tieba v
novych updatech. Da se to tak fict tfeba?

R: Da se to tak fict. Jakoby je to vzdycky brané do budoucna, tfeba jaka byla odezva, co
by se mélo upravit, jaké jsou chyby napfriklad a to se pak odrazi dal v budoucnu. To je
vlastné pro vSechny firmy stejny, pfedtim jsem délala pro jinou a tam to bylo de facto
skoro stejné, ale uz je to par let zpatky, takze nékteré platformy samoziejmé chybély.

T: Rozumim. Ted se zeptam na uskali téch komunit. Zazila jste nékdy néjaké toxické
chovani, které bylo jako sméfovano k vasi osobg, jakozto toho moderatora, toho
community managera?

R: Ano.

T: Jak tohle zvladate? Jak filtrujete co je vlastné konstruktivni a co ne a jestli mate néjaké
jako, v anglictiné se tomu fika coping mechanisms?



R: Dllezité je si uvédomit, Ze ti hraci prosté obcas potrebuji vyfiltrovat svoji frustraci,
takze vétSinou to neni Uplné mifeny jako proti nékomu osobné. Nebo pfimo na konkrétni
osobu a vlastné nebrat si to osobné. To uz je o té osobé, ktera je na té pozici. To neni
uplné tak, ze by se to dalo vycvicit. Je potfeba prosté, aby si to ¢lovéku uvédomil, aby si
tohle z toho vlastné denné bral, de facto nazfetel a snazil se uchovat svoje zdravi tedy s
tim.

T: Jo, rozumim mam otazku, ktera ma rovnou v sobé i podotazku a to je, jestli se
povazujete za herniho vyvojare nebo jestli uvazujete i o jiné profesy nebo roli v hernim
pramyslu?

R: Tak ja osobné se nepovaZzuji za developera protoze vtom nemam zkuSenosti ale do
budoucna jako jo urcité néjakej rozvoj rozvoj dal urcité ano. Urgité to neni jakoby
celozivotné zUstat na stejny pozici.

T: Mate néjakou gamingovou historii vtom smyslu, jestli jste byla jako hracka a byla jste
v téchto komunitach?

R: Jojo, dlouho, dlouho. Hraji normalné, mam tu historii ohledné her docela velkou.
Sama streamuji ve volném Case, takze celkem jsem z té komunity.

T: Super. Ted se zeptam pfimo na to zaméstnani. Mate néjakou tfeba moznost home
office a prace na dalku?

R: Ano, mame hybridni systém.

T: Mate hybridni systém, super. Jesté se zeptam, v jakém oddéleni sedite. Mate tam
néjak rozdélené na marketing nebo néco takového? A s kym nejcastéji spolupracujete?

R: Mame to rozdélené a my jako community pracujeme de facto se vSema.
T: A kdybyste ndhodou musela zdlraznit nékoho, s kym spolupracujete nejcastéji?

R: Jako nejcastéji jsou to social media a napfiklad od ¢lanku lidi. Zalezi prosté jak ktery
projekt. No to nejde uplné fict, Ze by den o denné jsme byli v kontaktu, hlavné s jednim
tymem, hodné se to stfida, vlastné to podle potreb.

T: A potom mam posledni otazku. Citite se plnohodnotnou soucasti vyvojarského
studia, ve kterém pracujete?

R: Ano.



Priloha: Veronika Kotkova

T: Mohla by ses kratce predstavit, jaky mas background ve vzdélani, jak se jmenujes, na
cem delas?

R: Takze ja se jmenuji Veronika Kotkova a v podstaté s gamedev nemam tak moc
zkuSenosti. Jsem tam teprve rok a dva mésice a vystudovala jsem néco uplné jiného.

Na bakaléfi jsem méla Zurnalistiku a SpanélStinu dvou obor a na magistrovi politologii. A
vlastné po Skole jsem pracovala néjakou dobu v marketingové agenture. Zjistila jsem, Ze



mé to tak néjak Uplné nenapliuje a hledala jsem néco jiného. A pak jsem si jednoho dne
fekla, ze zkousim prosteé se pfihlasit tady do jednoho brnénského studia do Ashborne
Games a uvidime. Sla jsem na pohovor a tak néjak to vyslo.

T: Super a jeSté zeptam se takhle, ty jsi znala jejich hry pfedtim?

R: No, ono to bylo novy studio a vlastné, Ashborne Games existuje teprve tfi roky a jejich
prvni projekt byl takovy, ze dodélavali hru, kterou zacalo vyvijet jiny studio a onito v
podstaté jenom finishovali a vydali to, ale ta hra nebyla néjak Uplné extra Uzasna,
takze... Tim se uplné ted nechlubi nebo tak a vlastné ja jsem pfiSla do studia az po dvou
letech, kdy se vyvijel Last Train Home a kdyz jsem se hlasila, tak to byl jeSté porad
neoznameny projekt, takze ja jsem védéla jenom, Ze budu délat na néjaké historické
strategii a vlastné na tom pohovoru mi jeSté ani nesméli fict zadny detaily. Takze jsem se
rozhodovala v podstaté jenom na zakladé toho Zanru a na zakladé toho, jak funguje ta
firma a jestli jsou tam lidi a tak.

T: Jo, jo, rozumim. K té hie se jesté urcité dostaneme. Jesté se predtim zeptam, je teda
pro tebe momentalné community management prace na plny uvazek?

R: Ano.
T: Super. Co vnimas jako hlavni cile community managementu v hernim priimyslu?

R: No, ja bych fekla, Ze asi... Jde hlavné o vytvofeni a udrzovani oboustranného vztahu
mezi hraci a mezi studiem a vlastné k tomu se vaze spousta aktivit. Jde tam o to, Ze je
potfeba na jednu stranu poskytovat tém hractim néjakou podporu, kdyz ji potfebuiji a
nejak jim tfeba pomahat, kdyz prosté narazi na né€jaky problém, ktery je feSitelny jakoby,
Ze jajim jenom poradim, jak néco udélat, tak jsem tam od toho. Nebo prosté od nich
sbiram néjaké informace o néjakych chybam a tak. Sbiram od nich feedback celkovg,
nejenom, Ze tam je néco rozbitého, ale co by tam tfeba radi vidéli nebo co by chtéli
zmeénit a ten feedback od nich sbiram a pfedavam ho do studia a tam zase, kdyzZ se
diskutuje o tom, co se bude zpravovat, C¢emu se da priorita, tak ja jsem ten hlas té
komunity, tam reprezentuju a fikam tfeba jo, tohle je sice fajn a vas to Stve, tenhle bug,
ale hraci si toho nevsimaji a je jim to tak néjak jedno, kdyz tenhle problém tfeba jim vadi
vic a méli bychom se na né zaméfit. Ja jsem takovy jakoby most mezi témihle dvéma
skupinami a tak néjak jakoby filtruji to info na obé strany.

T: Chapu, super. Ty jsi teda fikala, ze tam pracujes rok, ze jo? Za ten rok napadaji ti
nejakeé zasadni, ja vim, Ze to neni Uplné dlouha doba, ale napadaji ti néjaké zasadni
zmeny, nebo néjaké trendy v community managementu, ¢eho si v§imas, ze je néjaké
popularni, nebo ze to délaji jiné jako vyvojarské studia a tak?

R: Rekla bych, e béhem toho roku se toho moc nedélo. Jako né&jakou delsi perspektivu,
tak bych to mohla néjak lip shrnout, ale ja jsem do toho vpadla a tak néjak se
prizpGsobuju vSéemu, co se déje.



T: Jasné, rozumim. Ty jsi teda zminila, Ze pracujes na projektu, na hie Last Train Home.
Tuto hru komunikujete jak pfes Steam, tak pres Discord?

R: Ano.

T: M(zZes$ mi fict néco vice o vasi aktivité na Discordu, mate tam svoje servery, néjaké
pravidla, které tam plati, néjaké tvoje oblibené nastroje? Jak vnimas tu platformu?

R: Mame svij server, jeden na Discordu a je potfeba zminit, Ze Ashbourne Games je first
party studio pod THQ Nordic, to znamena, Ze oni nas vlastni v podstaté. A nejenom, ze
jako ja jsem v komunité prosté za studio, ale pak mame jeSté community management
na strané toho vydavatele. Takze my s nimi spolupracujeme a jde o to, Ze tfeba, proc to
zminuju, jde o to, Ze oni ten server tfeba zakladali a jako by davali tomu néjakou
strukturu a pravé tam zavadéli ty pravidla, ktery maji jako jednotny pro vS8echny svoje
projekty a studia. Takze Slo tfeba o to, Ze oni tam nadesignovali néjaké ty pravidla a s
tim, Ze my jsme to néjak revidovali a pfizplsobovali. K té nasi konkrétni hte, tfeba tam
bylo, jsme tam feSili u néjakého pravidla, Ze obvykle se tam davaji véci, Zze nefeSme
politiku a nefeSme historii atd, té naSsi hry je to takovy, Ze je to historicka strategie a
prosté je to v dobé valky a odehrava se to v Rusku, takZe jsme tyhle témata nemohli
samoziejmé vyloucit. Takze jsme to museli upravovat tak, aby se lidi bavili porad v
néjakych mezich, aby se to hlavné tykalo té hry a aby jsme to nepfenaseli do néjaky
soucasné situace, ktera je vyhrocenad. Takze tak. No a jinak vnimam ten nas server jako
takovej jako pfijemny uziteCny nastroj, ze fakt lidi si tam povidaji tak néjak neformalnég,
takzZe to je jako pfijemny a zaroven si myslim, Ze je pro né dobry, Ze my jsme tam docela
aktivni, Zze nejsem tam jenom ja jako komunitak, ale tfeba i nas jako $éf celého studia
tam rad chodi a prosté odpovida lidem. A je tam i spousta kolegu, ktefi sito ¢tou. Ne
vSichni tam piSou, ale radi si to ¢tou. Radi koukaji na ten feedback, ktery byva ¢asto
pozitivni, takZze z toho maji dobry pocit. A nebo tfeba tam koukaji kdyZz tfeba zrovna
nemaji co délat ten den, tak se tam podivaji, co tam nékdo nahlasil a tak.

T: Super, je na Discordu vasSe jako nejvétsi komunita, nebo kde mate tu nejvétsi, kde
mate tu nejvétsi frekvenci téch dotaz(l a toho feedbacku?

R: No ten Discord je jako relativné maly bych fekla, madme jenom asi 2000 ¢lend, coz je
jako oproti jinym hram prosté jako hrozné malo, ale jde o to, ze ta naSe hra je jako fakt
niche, takze to jsme cekali, ale... Kdybych méla zhodnotit tu aktivitu, tak asi takovy
medium a spi§ odpoviddm mnohem vic na Stemu na forum.

T: Super, to je zrovna moje druha otazka, jestli komunikujete i pfes Steam. Urcité Staem
vyuzivate jako distribucni platformu, ze jo?

R: Ano, ano.

T: Atedaitam se vénujete té komunité, jo? PiSete tam néjaké ¢lanky nebo odpovidate?



R: Ano, jakoby jsme tam aktivni jednak na téch forech, kde samoziejmé, kdyz néco
nefunguje, tak prvni, co ti lidi vétSinou délaji, je, Ze jdou prosté se stéZzovat na Steam.
Takze tam jako musime byt aktivni a vlastné, nebo se tam lidi ptaji, kdyz jsou jenom
tfeba zmateni, nebo chcou néjakou jako, nevim, jenom pfedat i tu zpétnou vazbu,
jakoukoliv, takZe je dobry jakoby. Jak to fict, déla to dobry dojem, kdyz jako vidi, ze tam ti
developfi odpovidaji a néjakym zplsobem se o tu hru staraji a neni to jenom, Ze tu hru
vydali a Ze to nezajima vlastné. Takze to je jako pfesné ten stav. TakZe teda jednak
odpovidam v téch forech a potom jakoby i do téch news na ten Steam Hub pfidavame
¢lanky. Jesté vlastné, uz jsme zacali pfed tim vydanim a to jsem jeSté vlastné nefekla, ze
jakoby ja mam tu moji tlohu takovou napdl, Ze jsem v komunité, ale i zaroveri jako social
media manager a planuju kontent celkové a pak ho vytvofim. Takze vSechny ty ¢lanky,
co se tam pridavaji, tak jsem navrhla néjakou strategii, podle které se jede celou dobu a
potom to vytvafim a publikuju.

T: Super, ty jsi teda zminila ty socialni sité, spravujes$ teda vas profil, vasi komunitu i na
jinych platformach nez Discord a Steam, mate néjaké Instagramy, Facebooky, Reddity,
néco podobného?

R: Jo, jo, jo, mdme Facebook a Instagram a Reddit mame taky, ale ten teda jsme
nezakladali sami, ten jsme ¢ekali, az nékdo z komunity ho zalozi, protoZe to je takovy
pfirozenéjsi potom. A pak mé ten ¢lovek, ktery to zalozil, mé prfidal jako moderatora,
takze jsem tam mohla pfidat néjaké asety, aby to bylo brandové a tak odpovidam tam
zase lidem obcas a tak, ale neni to nase primarni zaméreni a ten fokus je spi$ fakt na ten
Steam a naten Discord. A potom jeSté na Facebooku taky ¢asto lidi piSou néjaké
komentare, protozZe jakmile se rozjedou néjaké reklamni kampané, lidem to porad skace
a potom jakoby si oteviou ten trailer a vlastné pod ten trailer napiSou, Ze se jim néco
nefunguje, takze tfeba na to taky reagujeme.

T: Rozumim. Vnimas néjakeé rozdily vtom obsahu, co tam ti fanousci piSou mezi tim
Discordem a tfeba téma socialnima sitéma? Nebo je to viceméné stejné?

lidi moc nemusi investovat energii do té hry. A tfeba to jeSté ani nehrali a teprve se tfeba
s tim néjak jako seznamujou a tfeba je to teprve néjak zaujalo, tak si o tom jako zjiStujou
véci. A praveé na ten Discord pak uz vétSinou chodi lidi, ktefi uz to zacali hrat anebo uz si
to koupily prosté a chtéji byt néjak jako v kontaktu s téma lidma, které to taky jako
zajima. Takze to vnimam tak, Ze je tam prosté takovej jako docela velkej krok mezi tim
no, jakoby v tom zajmu a v tom néjakym vztahu k té hfe a k té komunité.

T: Super. Last Rain Home je teda placena hra, Ze jo? Nabizite potom i néjaké placené
DLCc¢ka, néjaké updaty nebo néco takovyho?

R: No, my jsme vydali tu hru v listopadu, na konci listopadu, a tedko v unoru, na zacatku
unora jsme vydali prvni DLCZko. A je to placeny, no. Bylatam néjaka deluxe edice, kdyz



si ¢loveék koupil v tom listopadu tu hlavni hru, tak za néjakou zvyhodnénou cenu si mohl
rovhou koupit i to DLC, ktery potom musel si na néj poc¢kat a potom se mu pfidalo do
knihovny. A nebo si prosté koupil jenom zakladni hru a pak si dokoupil zvlast to DLC¢ko.
T: Ajakym zplisobem jste odkomunikovali tenhle placeny update?

R: No, napiSeme ¢lanek, vydame néjaké predstavky na socialni sité, napiSeme na
Discord announcement, tak néjak jakoby prlibézné se o tom snazime komunikovat, kdyz
mUzeme. Samoziejmé ty véci jsou dlouhou dobu neverejny, ale ve chvili, kdy to maZzeme
fict, tak to fikdme hned, protoze ti lidi jsou na to zvédavi a ¢ekaji na to a ptaji se na to.
Takze i v nasem zajmu jim vyjit vstfic a néjak je udrzovat informovany. A kromé toho
jsme jeste tieba streamovali a vlastné, ted si nepamatuiji, jestli to bylo, jo, byl den pred
vydanim toho DLCc¢ka, jsme streamovali obsah toho DLC¢ka, Ze jsme tam zahrali
néjakou, néjaky dvé mise, a vlastné jsme to tém lidem ukazali dopfedu. A potom
zdznam toho livestreamu jesté vyuzivame na tom Steamu, Ze se to jakoby povési na tu
hlavni stranku a béZi to tam ve smyc¢ce, takze lidi jakoby co se podivaiji, oteviou si tu
Steam page, tak vlastné hnedka tam vidi to video a vidé&ji tu gameplay a mUzZou si jakoby
zhodnotit, jestli se jim to libi.

T: Kdyz se zeptam jesté takhle, mas pocit, Ze diky té tvé komunikaci s fanousky, oni
potom jako radéji utraceji za tu hru? Je to taky jeden cil prace toho community
managera?

R: No urcité. Je to jednak néjaké Sifeni povédomi o ty znacce, Ze aby se o tom vibec ti
lidi dozvédéli, tak musi tam byt n€jaka aktivita. A pravé myslim si, Ze kdyz ten komunitak
déla tu svou praci dobfe a jakoby néjak pozitivné plisobi na ty lidi, tak potom se to jako
mUze odrazit i v téch prodejich pozdéji.

T: Super. Ted se zeptam na troSku jiné téma a to, jestli jsi nékdy zazila néjaké toxické
chovani smérfované k tvoji osobé, jakozto toho community managera?

R: No jo, ale musim fict, Ze to bylo minoritni, Ze spiS jsme se setkavali s néjakymi
negativnimi reakcemi hlavné kvili té soucasné situaci. Byly to takové rizné tabory lidi,
kdy jedni Fikali, Ze protoze ta hra se odehrava v Rusku, tak jsme prorusti, ale druzi fikali,
Ze tam se zabiji Rusové, tak jsme proti Rusi. A pak, Ze rlizné lokalizace, pro¢ nam chybi
ukrajinstina a tyhle ty véci, tak to provokuje takovy... Prosté heated diskuze, ale porad to
bylo tak, Ze to sméfovalo celkové na tu hru nebo na studio nebo na vydavatele, ale ne
pfimo na mé. Ale samozfejme, kdyz jsem se dala do néjakého moderovani téch diskuzi a
tfeba jsem jim psala néjaky warnings, aby se uklidnili, tak jo, tak jakoby vyhrozovali mi
tfeba, Zze meé zazaluji a takhle.

T: Tak se jesté mUZu zeptat, jak zvladas tyhle negativni reakce a tfeba Utocnéjsi
komentare, jak filtrujes, co je konstruktivni a co uz vlastné ne?



R: No, jako ja musim fict, ze... Asi to zvlddam docela dobfe, ale ¢lovék na to jako musi
mit povahu, Ze ja si prosté precCtu ty negativni komentare a néjak si z toho jako by nic
nedélam a beru to tak, ze prosteé jsou to lidi no. A jakoby nema cenu si to brat jako néjak
osobné a je potifeba na to zareagovat néjak prosté, profesionalné, no. A nepoustét se do
zadnych hadek, protoze to nema cenu. A pak vzdycky, kdyz hodnotim, jak zareagovat na
néjaky pfispévek, tak je to dllezité si to procist detailné. A vyhodnotit si, jestli je to
jenom nazor toho ¢lovéka a je slusné podany a ma to néjaky tfeba realny zaklad, nebo
prosté naopak, to je néco, ze jenom ¢loveék pfijde a jenom ndm chce nadavat a stézovat
si. Je to jako rozdil, nemUzu prosté mazat pfispévky lidem nebo je banovat jenom za to,
Ze maji jako jiny nazor, prosté jako mame svou ulohu, takze at klidné jakoby vyjadfi, co
chtéji, ale prosté néjak slusné a konstruktivné a takhle.

T: Jasny, jasny, super. Tim, jak ty vlastné komunikujes ten feedback zpatky do toho, do
toho vaseho studia, povazujes se do néjaky miry taky za herniho vyvojare? Tim, jak je
ten feedback potom jako reflektovany v téch dalSich updatech a takhle, nebo té tohle
jako viibec nenapadlo?

R: Takhle, kdybych se zeptal nékoho ve studiu, tak si myslim, Ze jako vétSina lidi ti fekne,
Ze jo, ze jsem prosté jako soucast tymu a ze meé tak jakoby berou. Ale mam takovy ten
imposter syndrom, Ze vim, Ze nejsem vyvojar a Ze tam jsou lidi, ktefi jsou fakt nabuSeni a
jsou mnohem schopnéjsi nez ja, protoZze samoziejmé maji tu specializacijinou a
nevim, jsou tam lidi, ktefi v gamedevu délaji klidné desitky let, takze jakoby porovnavat
se s nimi uplné nechci. Ale jakoZe jo, povazuju se za to, Ze jsem soucast jako game
devu.

T: Jo, jo, takze citi$ se plnohodnotnou soucasti toho vyvojarského studia?

R: Jo, ale fekla bych, Ze to je dany i tim, Ze to naSe studio je docela maly, mame asi pfes
50 lidi. Takze je to takovy, Ze mame rodinnou atmosféru a je to tam prosteé fajn.

T: Jo, jo. Auvazujesi o jiné roli nebo profesionalnim prdmyslu v budoucnu?

R: No, na to se me lidi ptaji Casto, ale... Jako realné, ze bych k tomu chtéla podnikat
nejaky kroky, asi ne. Vyhovuje mi prosté to, kde jsem, bavi meé to a vidim se spis jako, Ze
bych rada rostla v ramci toho marketingu. Ale nebréanila bych se ani tomu naucit se
néco nového a bavilo by mé tfeba byt narativni designér, ale to je asi hudba budoucnosti
a nevim, jestli nékdy se dokopu k tomu néco takového, o néco takového se snazit. Ale
jak fikam, ja jsem spokojena s tim, co délam.

T: Rozumim. A kdyZ se jesté zeptam trosku na ten tvlij background, byla jsi vzdycky
hracka? Byla jsi aktivni v néjakych hernich komunitach? Nebo tohle pro tebe bylo tplné
néco nového?

R: No jako, hrala jsem hry a méla jsem k tomu vztah prosté jakoby od mali¢ka, od n&jaky
PS1icky a tak dal. Zase musim fict, ze jsem nebyla jako néjaka hardcore hracka. Ale jako



by zajimala jsem se o to néjakym zplsobem a potom musim fict, Ze jsem se nechala tak
troSku ovlivnit okolim, Ze jsem se dostala do party hardcore hraca, ktefi to fesili hodné a
tak jsem se na to zacala zajimat vic. A proto jsem si k tomu vyvinula blizsi vztah.

T: Kdyz se jeSté zeptam na to tvé vyvojarské studio, mate tam néjakou, nebo ty mas tam
néjakou moznost home office, néjaké prace na dalku?

R: Jo, my to mame, zrovna nase studio to ma dost jakoby volné a pokud vylozené neni
potfeba néjaky dllezity meeting, kde se fesi néco, tak je to kazdému v podstaté jedno,
jestli si vezmmeme home office. A mam to fakt volné, ze prosté feknu ten den dneska
budu doma a prosté jsem doma a je jenom duleZité dodrZzovat néjaky core hours, Ze
mame pevné stanoveny, ze od, dejme tomu, od desiti do &tyf, musime byt prosté online,
kdyz jsme doma a odpovédét tfeba do hodiny a néjak reagovat na to. No a to jsou néjaké
ty core hours a ten zbytek té pracovni doby si mlZeme rozvrhnout do toho dne, jako jak
se nam to hodi zagit tfeba dfiv nebo prosté az jako pracovat vecer. Takhle to mam tfeba
ja a pakjsou lidi zase, ktefi pracuji jenom v noci a tfeba jsou cely den prosté nékde
mimo a prijdou do kanclu az jakoby vecer a pracuji do rana a tak. Kazdy to ma jinak,
jesté se to lisi podle téch oddéleni.

T: Aty teda sediS v marketingovém oddéleni?

R: Ano, jsem v marketingu a vlastné na Last Trainu v ramci studia jsme byli tfi a mdj lead
byl marketing and brand manager a mél na starosti takové ty velké véci jako planovani
celkové strategie a trailery a tak, takové ty vétSi prosté véci a ja jsem pak méla na starost
takové ty tydenni plany, co se bude postovat pribézné a tak. A kromé nas dvou, tam
jsme méli jeSté marketing artistu, ktery nam vytvarel asety a pomahal vlastné tvofit ty
trailery a tak.

T: Super. Amimo to marketingové oddéleni, s kym bys tak fekla, Ze spolupracujes nejvic
v tom studiu?

R: Urcité s produkci. Se kterymi sdilime i kacel teda atam jde o to, Ze, ja nevim, jestli
mas prehled, jak to funguje uplné. No, i jako se to lisi v ramci studii, tak jenom feknu, Ze
prosté oni délaji takovou tu denni agendu pro vSechny, ze prosté maji pfehled o tom, kdo
v8echno, co déla a zadavaji néjaké tasky a prosté néjak kontroluji celkové flow toho
studia a u meé to funguje tak, zZe kdyz je néjaky bug, ja zjiStuju o tom véci, pfedavamto a
oni pak tfeba rozhodnou, kdo se tim bude zabyvat, kdo to bude feSit a tfeba takhle. No,
takZe s nimi jakoby komunikuju kazdy den a potom je§té Uzce komunikuju s QA, ktefi
zase maji nejvétsi prehled o té hie a jak ma vSechno fungovat a tim padem, kdyz mi
neékdo polozi néjaky dotaz, na ktery Uplné neznam odpovéd, protoze nedokazu
odhadnout, jestli je to by design a nebo je to bug, tak to jich zeptam a oni mi tfeba
poradi. Vlastné rozhodnout o tom, jestli se to jakoby vytvofi néjaky tiket na to nebo jestli
prosté s tim budem Zzit a tak. Ja bych jesté teda néco néco jiného k tomu fekla, tady k
tomuhle, ze jakoby nejenom tady ty dvé oddéleni, ale jeSté potom jakoby kdyz tvofim



néjaky ty ¢lanky tfeba, tak zase musim komunikovat i s ostatnima departementama a
néjak si o tom povidame a tvofime to spole¢né, Ze ja od nich ¢erpam to info a pak to
néjak zpracovavam a tak. Takze jakoby komunikuju s hodné lidmi.

Pfiloha: Anjanette Jianna Umali

T: Could you please just briefly introduce yourself? What is your educational
background? Where do you work?

R: Okay, sure. My name is Anjanette, and | work at Bohemia Interactive as a senior
community manager, especially for a game called Vigor, which is a looter shooter free to
play game. I'm living in Brno, and | studied at Masaryk University in Brno. | have both a
bachelor's and a master's degree in international relations and European politics. And



how | got into game development is by chance, really, because | live in the same city as,
uh, one of the branches of Bohemia Interactive.

T: Before you got the job, were you a active game player? Were you a part of some
community, or was it totally random?

R: Itwas notrandom at all. I've been a gamer since | was a child. Uh, | was in my
teenage years, | was playing a lot of League of Legends. So, | wouldn't say | was active in
the community, but | was actively keeping track of the discussions and the
communication from the developers and the feedback, but | was more of a quiet person
on the internet | wasn't really the kind of person to join in on those discussions let's say.
T: Awesome. Do you feel like your education and the whole college thing helped you
with the community manager work?

R: I1think that it kind of helped in a way, mostly because international relations and
European politics is a broad field. | specifically believe that, my courses in diplomacy
and communication were very helpful, when it comes to community management. And
we also had mandatory project management seminars, specifically for like
Prince2Agile. So | think that that helped me internally in the company and the
diplomacy and communication styles helped me externally when it comes to players
and people interested in the company.

T: How long have you been working as a community manager?

R: I started working as a community manager in 2020, so it's been a little bit over four
years now.

T: Awesome. Is it a full time job for you right now?
R: Yep, itis.
T: Was it always the case?

R: Um, it wasn't always the case. | started off, um, in my first year.l was actually an
intern for a bit. Because as a part time worker, you know, when you're a student, it's
quite important to have a part time job to help you learn how also, financially it helps. So
for the first couple of months, | was an intern and then | was taken on as a junior
community manager and | was working, 25 to 30 hours a week and | think it was in my
second year where | got a complete full time contract. So | was working and studying at
the same time.

T: What do you perceive as the main goals of community management within the
gaming industry?

R: I believe that community managers are a very important bridge between the
developers and the development team, as well as the audience, which are the players



of the game. Although, to be fair, the audience shouldn't only be the players of the
game, it could also be potential players of the game.

T: Got it. So you've been working as a community manager for more than four years. So
my next question is, can you think of any significant changes or trends in the community
management in the recent years?

R: Yeah, | believe that there's been a shift towards more transparency, um, mostly in the
bigger companies like Ubisoft or EA. | can't really say that the shift in transparency
happened in Bohemia Interactive because we've always been transparent with our
community. But | feel like recently they've been, like, the bigger companies have been
more transparent about, their issues with the game and working towards fixing them,
especially towards cheaters, for example. | think that it was a very big deal when the
makers of Escape from Tarkov, for example, took care of a lot of cheaters. So | think that
that's important and aside from like the transparency and communication it came hand
in hand with more engagement in the community in terms of social media and | feel like
there's been more chances for these bigger companies to show gamers that they are
also people so for example, like for the Destiny 2 debacle, | would say that they did
really well with being active in supporting the forums and social media when the players
were very upset. So | think that the transparency and communication has increased a
lot over the years

T: Could you please repeat, what project you are currently working on?

R: Yes, | am currently working on Vigor, which is a free to play looter and shooter. It was
released in 2019.

T: Do you communicate this project, this game, through Discord or Steam?

R: We do use Discord, not steam, however. | was previously working on another project
at the same time as Vigor. The other project is called Silica, and it was being distributed
through Steam. It's currently in early access, but we were using Steam to manage the
game, so.

T: Yeah, understood. Cool, cool. So, in that case, we'll focus more on the, on the Discord
platform. Do you see any advantages, disadvantages of Discord. What are your favorite
tools something like that?

R: Personally what | find an advantage in Discord is that it's always alive. Even though
the audience for Vigor is predominantly American we have players who are based in
Australia and in Europe and so this means that there's always a conversation
happening, rolling, and this is good because we're always going to have a reliable
source of feedback. But the disadvantage of this is that it's always going. So that means
that you have to have a reliable team of moderators who can keep an eye out and make
sure that the discussions are civil and that they are polite and that they are adhering.



T: Did you establishe a server for the certain game. Is it your server or is it a public
server? That somebody else created?

R: It's our own server. We created it, before we even released the game. And now it's still
alive and we are working on it. Keeping it alive. We're constantly engaging there. We
have an announcements channel where we post the most relevant announcements and
because we have different departments available to us in Bohemia interactive. It's not
just me who can moderate and take care of the chat it's also some of our colleagues
who are based in Prague actually and some of them | think were based in Amsterdam as
well.

T: Okay could you maybe walk me through some of the rules that apply on your certain
servers?

R: Yeah, | think that | hope that other people have similar rules, but, if, if it's not specific
enough, then I'm sorry, that other game, that other game companies also have similar
rules. But we basically, we tell everyone to communicate in English, because it's not
easy for us to make sure that nothing terrible is being said or that no rules are being
broken ifit's notin English. So that's one of the rules. We also make sure that they don't
tag Bohemia Interactive staff because it can be disruptive and we want to regulate, help
regulate the emotions of our community. We are accessible to them. But if they tag us
and spam us on Discord constantly, you're just teaching them that this is the way to go
and then they don't end up respecting boundaries. That's one of the rules and | think
that everyone has the same rules of like, no harassment, no racism and, no flaming or
trolling or flame baiting even. And that, they cannot discuss political issues or politics or
advertise and when it's advertising, in a sense that it's vigor related, like let's say
someone made a YouTube video, featuring our game, they would have to postitina
specific channel, that's literally for streamers and videos. It's kind of like a media dump
place, but we don't call it a media dump, but that's the purpose of it. Yeah, and every
time player has to post a link, they have to describe what's in the link. Like sending a
standalone URL is not allowed. Mostly because you don't, you want to know what's in
there. You know, so they have to have a description whenever they're sending a URL.

T: Do you manage any other platforms for your community? Any Instagrams, Facebook
pages?

R: Yes, so Vigor is active in, | can think of eight social media platforms right now. there's
Facebook, Instagram, Reddit, YouTube, TikTok, um, did | mention Twitter?

T: No, not yet.

R: Okay, so Twitter, and then we have our own Bohemia Interactive forums, which, for all
the Bohemia Interactive games, and then we're also on Threads, which is a very New
social media platform.



T: Canyou think of any differences between Discord and social media channels, any
difference in the content, the way people communicate?

R: Yeah, and | think about it. Yes, there are quite huge differences. | would say
especially within the social media platforms themselves when we're using Discord as a
baseline. You have to keep your communication or announcements short and sweet,
because people consider Discord as more of like a chatting platform, | would say, or like
a forum. So, the announcements or messages need to be short. They also need to be
supplied with, ideally, a form of media, like an image, to go along with the
announcements. This applies, | think, to all social media platforms. But for this court, |
think it changed over the years. When | started out | don't think that it was as necessary
to have an image going along with your announcements on Discord. But now | feel like
it's morphed into a way that people have shorter attention spans, so if they don't choose
to read your message, the image that you send has to be eye catching enough and
probably have enough information for them to just look at the image. So, that
happened. And | think like, in comparison between Discord and Twitter, for example, on
Twitter, you have to be a bit more structured, when you're putting an announcement. It
still has to fit within the 300 characters. Discord doesn't have such a small character
limit, but | feel like Discord is more casual than Twitter and more casual than Facebook
as well. So definitely a difference in, sentence structures is necessary when making
announcements.

T: How often do you respond in the communities? I'm interested in the frequency, if you
can guess how many times a day you interact with the, with your people.

R: We have social media management tool that we use and it allows us to keep track of
all the incoming comments and reactions on all of our social media platforms with the
exception of Discord so Discord is its own special space that you really need to monito.
| have a small team of community managers with me, for Vigor, so | have two other
community managers. And we try to split the social media between ourselves because,
as | mentioned, we have around eight. I'm mostly responsible for the Discord because
there are a lot of messages that come in there. | would say that in our general chat, so
that's the more, yeah, it's general chat. It's not topic specific. It's not console specific
either because we have our channels. They're separated by console. Every morning
when | get to work, there is always around 350 to 400 new messages in the general chat
alone, and then the other channels probably have around 50 new messages each. So |
would say that discord though is very specific in a way that you can't just respond to
every message that happened while you were asleep because then the conversation
just flows into a different topic and then it's not relevant anymore for you to respond. So,
| do pick and choose what | respond to. So if there are pressing questions like, Hey, are
the servers down? What's going on? Um, | do backtrack and answer those, but, uh, if the
conversation is flowing at that moment, then | have to wait and see if there is a



perspective from the development team that needs to be shared.And for the other
social media, like for Facebook, Twitter, Instagram, TikTok, because we have a social
media management pool, we receive around 200 to 215 new comments every day from
all of those platforms combined. And the hard part | would say is to to pick and choose
if it's right to respond or if itisn't right to respond.

T: Yes, that's actually one of my other question is how do you filter what is constructive?

R: How do we filter it is that you have to read it, and you have to use your own personal
judgement of whether or not it's something to respond to. | mean, if it's just a load of
profanity, you shouldn't respond to it because it's like a rule on the internet, you don't
feed the troll. But if someone just puts a generic, complaint saying this game sucks, | try
to encourage my team to respond and ask the player, Could you tell us why it says that?
Whatis bothering you? Because we want to know. And | would say that 8 times out of
10, They would actually come back with constructive criticism and be civil about it. And
sadly, the other two times out of ten, they just ignore it or they lash out in even more
anger and say that you're not even listening, why are you even asking us for feedback,
justtake itasitis, it sucks. And then that's when we decide, okay, well, we tried, so, uh,
and they're angrier now, and if it depends as well on their level of anger, if they're angry
by saying, like, oh, you're not even listening, you, | try to tell my team that we should
reassure them that we are listening, and we usually have, let's say a record of
implementing specific things our players asked so that's when we give it to the player
and we're like these things were added to the game because of community feedback
very recently so tell us whatis bothering you so we could really try and figure something
out. So it really is about like social listening and trying to understand their emotions,
which can be quite tough because they're just words on a screen. You cannot see their
body language, their facial expressions, their emotions. So you really have to assess
what's happening.

T: Got it. You literally answered two of my other questions, pretty much. One of them
was, do you communicate the community feedback back to the studio? And if so, do
you perceive that this feedback is reflected in the new game productions or new
updates?

R: Definitely. Yeah. Um, | have to say that like specifically for Bohemia Interactive, we
really care about our communities and we do feedback driven development. So for our
team, for the Vigor team, we have feedback meetings with the developers every two
weeks where we gather all the information from the community and present them to the
devs. Cause it can be quite a lengthy report for the developers, we always end it with a
section full of memes. Because our community loves making memes, so. And we like to
laugh at ourselves too, so.

T: With that being said, do you consider yourself a game developer?



R: 1do, yeah. | know that a lot of people don't think that community managers or
marketing teams are part of game development, but game development wouldn't be
where itis right now without an excellent community marketing team, you know?

T: Right. Do you consider any other roles or professions within the gaming industry in
the future?

R: Uh, do you mean that | would be interested in shifting careers within game
development?

T: Yeah.

R: Yeah, | would probably. I'm not quite sure, but | wouldn't say no to it. | quite love
community management.

T: Gotit. Uh, yeah, | also wanted to ask you about the ways you communicate updates
and paid expansions of the game. Do you have a certain strategy behind that?

R: Um, yes, but it would depend on the kind of update. So for Vigor, we have major
updates and minor updates. Major updates, new features, new content to the game in
the form of Battle Passes, because it's a free to play game. So Battle Passes are our
main, let's say, shtick. Aside from new weapons and stuff. New cosmetics. Yeah. Um,
so in those major updates, we usually have a developer diary. We have a trailer. We
have, uh, an informative article on what's new and what's changed. So that's how we
communicate it to the public, but the minor updates are more for fixes that we've found
or that were reported to us upon the release of the major update. So that one is more of
like a changelog kind of situation. We do share a changelog as well with a major update,
but the minor updates, uh, these days are mostly focused on just the changelog.

T: Okay, uh, now correct me if I'm wrong, but if | understand it properly your game is free
to play and and the battle passes are paid?

R: Yes, the battle passes have a free tier and a premium tier so players can choose

T: Understood. Do you feel or have a certain data that because of your communication
with the fans They spend more money within the game?

R: I sadly cannot share that information.

T: Sure. No problem with that. The game as a service,is it a growing trend within the
gaming industry, because your game is a nice example of that pretty much?

R: I believe that it's a growing trend in the industry, but I'm not sure quite yet how our
game fits into it, if that makes sense.

T: Now from a more personal level, maybe, have you experienced toxic behavior that
was directed towards you as a community manager?



R: You don't see me right now, but the minute you started the question, | just started
nodding. | have.

T: Okay, uh, do you have any coping mechanism to deal with that or how do you go
about it?

R: The great partis that | have a team with me, so we often have weekly check ins with
my team. Where we ask, if someone was particularly mean, or someone was just, uh,
very rude and impolite. And we discuss it with my team. | am their team lead. So |l am
more of the person trying to provide coping mechanisms for them and so that caused
me to now think what is my coping mechanism, right? And | think that my coping
mechanism is usually talking it out as well with my team. | tell them so this situation
happens and | feel like this how would you have handled it. And then it also helps me
see their perspectives. So it's a two birds, one stone kind of thing where it's my coping
mechanism, but it also helps educate my team on further possible events or something
that might happen to them in the future.

T: Cool. Do you have the ability to work from home? Do you have like home office?
R: Yes

T: What's your overall position within the studio? Do you have your own department or
you share the department with marketing or something like that?

R: So marketing, for our project, we have a marketing department and the community
management team is a sub department of marketing. So, as | mentioned, | have, two
community managers under me and | have a team lead who is our branded marketing
manager for Vigor. And my, in terms of the organization chart, uh, my equal or my peer
marketing team is our marketing specialist, which is one person. So in total, the
marketing department has five people with three of them being community managers,
including myself.

T: Would you say that the marketing department is the... | know you are a sub
department within that department, but do you think that department is the main
department you collaborate with?

R: Definitely. Um, I might change my mind. Okay. Actually, um, I, | would say thatit's.
head to head with the marketing department and the QA department because we report
the bugs and like even though we have the regular feedback meetings with the rest of
the developers, meaning programmers, scripters, designers, technical designers, et
cetera. Um, our QA team is very important for us because, uh, whenever.

There is a player complaining about a specific issue or bug. | have to go through our
issue tracking system and check if our QA team is aware of it and if they are able to



reproduce it. But sometimes it's just quicker to quickly pop by in their office, ask if
they're okay, and then ask them about specific issues, if they're aware of it, if not, etc.
So I would say both the marketing team and the QA team.

T: Okay. Got it. And my last question is, do you feel like a valued part of the development
studio you work in?

R: Yes. I'm also nodding as much as | was nodding when you asked about the toxicity
thing, so yeah.

Priloha: Marcin Olczak
T: Could you please introduce yourself briefly?

R: Sure. So, my name, that is already out there. I've been working in the gaming industry
for over 10 years. Well, one of my first adventures was essentially working as an
administrator and support agent for a private Counter Strike league, 10 years ago. Then |
went into influencer marketing. And then after a couple of years in that, | actually



transitioned to actual corporate structures in the gaming industry, as a community
manager. So | was working as a community manager for World of Tanks for Poland. Then
after some time, | became a media face for Poland for World of Tanks. And when
Wargaming had a huge reorganization, just after the situation in Ukraine started, | was
part of the layoffs, and then | decided that | wanted to move away from the player facing
team, more towards the production project management roles. Which | achieved by
joining, Bohemia Interactive. And that kind of puts us into, let's say, the current time
zone. And, so what | do at Bohemia is basically I'm a publishing producer. And I'm
responsible for the entire segment of external publishing. So, Bohemia recently started
an initiative called Incubator Program. Where we accept projects from external
developers, and we publish their games for them. It's a very simplistic way to put it, but
pretty much gives you the gist of it.

T: Got it. Thank you very much. | will probably pick your brain a little more about the
community management days, if that's all right. And before we do that, could you also
share with me your education background?

R: Well, | finished my high school back in France.lt was civil engineering and renewable
energies. And then, because | was already working, | decided, well, | didn't know French
that good to go, because it was in France, right? | didn't know French that good to go to
university, and since | was already working, | figured, okay, might as well. So, and, uh,
since then, pretty much never had the need to do it, although, you know, at some point,
maybe I'll swing back to higher education. That’s a bit of a disclaimer from my side, I'm
very uneducated and simple man with a small brain.

T: How long have you been working as a community manager?

R: So community management | was doing, well, throughout the entirety of my time in
Wargaming, in Wargaming, so four years, even though when | was a media phaser | was
also doing streams which included a lot of community management because, well,
you're interacting with people. But also back before when | was working at my first job as
the customer service, | was also doing a bit of community management. It was because
it was like a very small, uh, startup sized company. Everyone was doing everything
essentially at the same time.

T: Understood. And then back in the day, was it a full time job for you?

R: Uh, no, that was a side job pretty much. So | was putting as many hours as | could.

T: What do you perceive as the main goals of community management in the gaming
industry?

R: Oh, that's a very good question, and | can already tell you that this is a question that
I've had many conversations about with many intelligent people, more intelligent than



myself.But | would say the goal is essentially, the end goal of creating communities is to
prolong the life cycle of your game. Having a community translates to content being
created for your game, meaning brand awareness, meaning, you know, more, more
content for people to consume, to enjoy for your game.

T: Can you think of any significant changes or trends in the community management
over the recent years? Anything specific, let's say, any new channels, new platforms,
anything like that?

R: Yes, of course. Discord. So, there was, for, for myself, | think there was a huge jump
in, let's say the level of engagement back from the, you know, because back in the day
you had communities on forums, right? And forums were like an unsynchronized way to
communicate with others and much more formal, let's say not really that active, you
know, people were kind of distance apart from each other. Meanwhile, when this group
gotintroduced, you were able to create servers for free.You know, with thousands of
people in, and of course, Discord somewhat works as a forum platform, but you have a
much more synchronized way to interact with others. You're also able to, you know, get
all of your information and news about the, you know, game that you're interested in,
because we're talking about games in this case, right? So | think Discord was the, let's
say, the biggest leap, technological leap.

T: Okay, nowadays, you moved on within your career, but | still believe you have a sense
of the communication between Bohemia and its fans. Is that right?

R: Kind of like, yeah.

T: Do you know what channels, if you use Discord and Steam nowadays for Bohemia?

R: Yeah. So you're asking about the tools that we're using, right. Well, obviously Discord,
right? Discord is revalent for all of our projects. We use also a feedback tracker and
players can report, you know, their, let's say, more specific feedback about the features
of our games. We also have forums, social media as well, but | think the most active one
will always be Discord.

T: Yeah, got it. What are the main advantages and also disadvantages of Discord, do you
think?

R: Disadvantages, | would say this is centralized. This is a centralized tool, meaning that
whenever there is an outage on the side of Discord, or any kind of technical problems
on their side, then we will also be experiencing it. But, definitely the upside is, well, it's
free, so anyone can do it. Anyone can use it, it's not a solution that's only available for
big corporations because it's very expensive No, like even an indie studio can start
creating their communities and | think that's great. Well definitely the time it takes to
interact with your users it's much faster than if you will be using forums and having
everything in one place, right? Because as | mentioned already you also can have



companies put out news channels for what they are doing. You take into streams for
Discord. Soit's like a, it's a very centralized, all in platform, pretty much.

T: Got it, back in your community management days, did you guys use Steam, not only
as a distribution solution, but also as a community management tool?

R: Back then, no, we actually had our own internal forums. So we didn't use Steam as
something that would add additional value because, you know, we were thinking, okay,
well, you need to spend additional man hours. So, you know, you have to spend time
that costs money. And is there any kind of a tangible value that will be, uh, brought up
from this? And the answer was simply that.

T: Got it.Do you remember, or nowadays what's the way you communicate updates and
paid expansions of a game? What's, what's the strategy behind that communication?

R: So you want to know the tools or the way to market those?
T: How to market it.

R: Okay. So obviously I'm not a, not a specifically a marketing person, but | can tell you
that at least from my perspective, the great way to do it is talking with your community
through social media channels, including discord, but also using influencer marketing. |
think influencer marketing is this kind of a, it's not really a novel thing because it's been
used for over, you know, 10 years, right. With the rise of YouTube. But yeah, this is using
influencer marketing is how you get to your target audience.

T: When you were the community manager, did you feel like that due to your
communication with fans they were more comfortable with spending more money
within the game?

R: I'm not sure, uh, I'm not, | honestly | am not sure, uh, | know that they were much
more loyal to the product because | was always taking the approach of, you know, very
personal and honest person so it was always very much appreciated by the players.
Whether it incentivized them to spend more money? | don't think so. Maybe played the
role, right? I think a decision from the player side whether to spend money or not is
mostly based on many variables, and | would say that mostly it's based off of how much
they actually like the game. But obviously, if there is a nice community manager. Well,
there was one funny situation. | actually had a player gift me something in World of
Tanks. Like paid content for like 40 years, but yeah.

T: One of the other topic that my thesis is about is the trend the games as a service and
not as a product. Is that something you talk about within your gaming studio? Is that a
thing? Do you think it's a trend?

R: It's something that's really cool right now. | did talk about it in Wargaming, obviously,
because you know, Games as a Service is the business model that Wargaming is doing.



Here, not so much, but Bohemian Interactive is much more keen on the good old
premium model, meaning you pay for a game, you keep it, and you know, there's not
that many microtransactions in the game itself, right? Case in point, you know, you buy
Arma, like obviously you have DLCs, but these are adding, you know, massive amounts
of tangible content. And also, you know, the DLC costs, for example, | don't know, 20
Euros or something, right? In comparison, for example, in World of Tanks, you, get the
game for free, right? But each single tank in the game that they're in, in a game where
there are thousands of tanks can cost 40 euroes, right? So sometimes a AAA title. Got it.
T: When you were working as a community manager, did you give feedback back to the
studio?

R: Yes. Yeah. That's the common practice.

T: To communicate the feedback and then did the studio took the feedback and
produced the update according to the feedback?

R: Yes, and no, right. So feedback gathering is one of the tools that developers were
were using to make decisions. It wasn't the factor with the most weight to it because
you know, our developers there were also taking into account, you know, the analytics,
the market research, these kind of things, right? Also, there's a very, there's a lot of
specificity to the feedback itself, because what you have to really remember is that
feedback is given by the most vocal minority, right? And it's, what we always used to say
back then is that players are really voting with their wallets, right? There were times
when, uh, there was a release of a tank which was, seemed to be overpowered. In
reality, it wasn't,but you know, it was perceived by players as overpowered.

T: Have you experienced a hateful behavior directed towards you as a as a community
manager back in the day?

R: Yes.
T: How did you deal with that?

R: I didn't really care. That was my personal approach. You know, there's always gonna
be negative people. There's always gonna be trolls, you know. Well they can write
hateful comments about you because | don't know you have this kind of a voice or a
different kind of a voice when you're speaking through voice chat or because you are a
community manager for a game that makes them frustrated, right? It doesn't really
matter. Well from the perspective of the business, well just banning, removing, de
platforming them pretty much from our platform, so that's it. So many times. | can
actually add that on a couple of occasions, because | was, let's say, the focus point of
the community. So a person that was relaying them the information from developers,
sometimes the information that they didn't necessarily like. | was getting threats that if



I'm going to show up somewhere in Warsaw in Poland, I'm going to get beaten up. It did
not happen, but | did show up in Warsaw multiple times always writing to those people.

T: Did you consider yourself a game developer when you were working as a community
manager?

R: No, | was always considering myself to be working in the player facing thing. Soit's a
bit far from being a developer.

T: Another question would be, before you became a community manager in the gaming
industry, were you active in any gaming communities?

R: Oh yes, for years. Gaming has always been a big part of my life. | was always part of
big gaming communities, playing either MMOs, like browser games,or even joining
clans. So creating communities in online gaming was always a part of my life.

T: Awesome, when you were a community manager, did you did you get the option of
working from home and having a home office?

R: Yes.
T: What department did you work in? Were you a part of a marketing team?

R: No, no. | was part of the publishing. So the way that publishing was seen there is that
there was, let's say the publishing bodies for publishing producers, director. Regional
Publishing Producers, Regional Publishing Director, and they were publishing services.
So we had community management, you had customer support, you had marketing,
right? Here in Bohemia, it's a bit different because we see brand management and
community management as being part of marketing.

T: Okay, that's interesting. And when you were working as a community manager, did
you feel like a 100 percent part of the studio?

R: Not necessarily. Wargaming had a very specific outlook on community managers,
and at some point, our position was degraded to forum bots. But | know that from some
of my ex colleagues that this situation has improved since then. I'm talking about, you
know, that happened six, seven years ago, so. You know, people change, management
change, so.

T: Do you have any thoughts on the communication between fans and the developers in
general. That you think that can be improved, that you can see like from your
perspective?

R: What I think could be definitely improved all across the board is whenever players
are, you know, sharing their feedback, there should be somewhat of a disclaimer how it
should be done and what they can expect. Because obviously | think, uh, like a big, big



portion of the frustration when it comes to communication between developers and
community is the missed, uh, missed expectations.

T: Doyou remember anything different between social media channels? Was there a
difference between the way people behaved?

R: Yes, so usually on social media people are much more disconnected, so they're
much, much more keen to to just throwing their frustration and leaving, just being
offensive altogether. | think on Discord there's a much higher chance that you will be
able to foster a community. You know, people with a sense of community that support
each other, that are very, very nice. | don't think you can have a lot of positive experience
on, you know, social media like Facebook or Instagram or Twitter



