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Whether you are designing, creating, or polishing an F2P or MMO game, there are 
many unexpected issues that can test the limits of your limited development 
budget. At this stage, one of the most common causes of unforeseen expenditures 
is a poorly constructed user flow. 

Players can often try F2P and MMO games without any initial investment, so the 
lifeblood for these types of games is in-game purchases. But often, in-game 
purchases don’t become available until players are fully onboarded and have spent 
some time playing. So to make sure that you have the highest chance of gaining 
a paying player, you need to ensure that the path to conversion — or "customer 
journey" — is as brief and uninhibited as possible.

HOW THE RIGHT CUSTOMER 
JOURNEY HELPS YOU ACQUIRE 
PAYING USERS
For successful F2P or MMO games, the distance between new players 
and paying players should be short and easy to travel.
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MARKETING HELPS, BUT IT'S NEVER A GUARANTEE
As the budgets required to develop games like these have grown to new heights, 
it’s easy to see why studios spend more on user acquisition through marketing than 
ever before.  And the growing proliferation of video game streamers and influencers 
has created more channels than ever through which a careful, wide-ranging 
marketing spend can garner the kind of attention your game needs.

One relevant example is the campaign for Cyberpunk 2077, where a strong, diverse 
cross-channel marketing campaign was a huge driver for community anticipation 
that translated to a high number of pre-sales. However, while this was successful 
for a premium AAA release, a marketing-focused user acquisition strategy only 
works for F2P and MMO games if the players you gain can be onboarded quickly and 
painlessly.

Overall spending on advertising within the gaming industry in the last decade. 
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WHY THE CUSTOMER JOURNEY MATTERS
To better understand the value of a well-developed customer journey, let's look at 
the financial implications of a poorly-developed customer journey.

First, let's imagine that the player conversion rate for your game is 1%. This 
means that one of every 100 individuals who visit your game's landing page will 
successfully register and launch the game.

Next, let’s then say that the cost for each player that visits your landing page is $1. 
By this logic, acquiring 100 new players will cost you $10,000.

Now let's assume that of the 100 players that you acquire, 20 of them find your 
customer journey to be long, hard to follow, or unrefined in another way. As a result, 
your conversion rate drops to 0.8%. To make up this shortfall, you'll need more 
visitors in order to successfully convert 100 players, which drives your cost up to 
$12.500. 

Funnel optimization graph
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By the same logic, if you aim to acquire 10,000 new players, it would originally cost 
you $1,000,000. But if the same customer journey issues are still at play, it will cost 
you an additional $250,000 to reach your goal. Plus, this is an idealized scenario 
— a real-life user acquisition strategy has many more factors that can affect its 
efficacy.

Additional costs for user acquisition that are due to a simple streamlining issue are 
not only self-inflicted, but have a chance to cripple your game’s overall success. 
This money is better spent on marketing, live service costs, technical expenses, 
or other quality-of-life game improvements. However, if you don’t consider your 
game's customer journey, you can unnecessarily forfeit these valuable resources.
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COMMON CUSTOMER JOURNEY ISSUES
The shape and execution of your game's ideal customer journey depends on a 
number of attributes, including its format, platform, genre, gameplay, and in-
game economy. Applying a generic customer journey to your game seems like a 
timesaver, but it may feel disjointed or incomplete — which in turn can handicap 
your conversion rate.

It's generally recommended that you test and adjust your customer journey to 
ensure that it's streamlined, understandable, and syncs with your intended overall 
game experience. This way, you can prevent a significant loss in additional funds.

When optimizing your game's customer journey, you may encounter any of a 
number of common pitfalls with the potential to frustrate potential players and 
drive them out of your conversion funnel. Issues like this to look out for include:

 • If a player enters their authentication credentials, their expectation is that 
they are fully logged in from that point forward. Because of this, players can 
get frustrated if they have to enter login credentials multiple times.

 • If a player registers through a launcher or within the game environment, it 
is irritating if they are required to exit to a browser to confirm their email 
address.

 • Players can be discouraged if registration takes place via social media but 
their authentication must take place in an external browser.

One way to avoid these stumbling blocks is to structure your onboarding process 
with a website registration followed by a launcher download. This way, all 
registration and authentication is taken care of in one place, without the need for 
multiple logins or  external browsers. Plus, when emails are received, players don’t 
need to exit the game or launcher to access an additional interface. 

Overall, the flow of this process is much smoother, keeping players on their 
customer journey up to the stage where an email address is provided. If there are 
any dropouts — because unexpected things can always happen — you can set up a 
drip email campaign for those who didn’t complete the process to try to bring them 
back in.
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FINDING THE RIGHT LAUNCHER SOLUTION
There are several ways to implement a launcher that effectively consolidates and 
streamlines your customer journey. Building your own is an option, but this adds 
a tremendous amount of complex and expensive development to your runway. If 
you hire a third party to build you a launcher, you can save on monetary costs — 
but working with outside vendors can add unpredictable timeline issues to your 
development, and can also come at the expense of some creative control.  

The ideal way to create a launcher for your game is through cost-effective licensing 
of specialized launcher software that lets you create a uniquely efficient customer 
journey while allowing you to retain creative control. And of all available solutions, 
the only one that delivers everything you need all in one place is Xsolla Launcher.

Xsolla launcher interface
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Xsolla Launcher is a licensable, fully customizable global client app available for one 
or multiple games from your studio. When users register at your website before 
downloading a game using Launcher, they are automatically logged in to both your 
launcher and your game with the same authentication credentials. While it's subtle, 
this creates a smooth, seamless customer journey with fewer obstacles to keeping 
your players engaged, driving more of them toward a successful conversion, 

Launcher also offers powerful features for other areas of your game's 
infrastructure, including distribution, delivery, cross-title dynamics, and more. It's 
available on Windows and Mac OS, includes 20 different language options, and 
seamlessly integrates with major digital marketplaces like Steam and the Epic 
Games Store.

NEXT STEPS
Your ability to convert new players to paying players for your F2P or MMO game is 
perhaps the most critical element of your potential success. Your customer journey 
needs to be airtight, cost-effective, and align with your overall game experience.

Now that you understand how Xsolla Launcher can help you create and execute 
the ideal customer journey for your game, it’s time to take the next step.

Contact us at business@xsolla.com to learn about how we 
can help you maximize your player conversion rate with  
a custom launcher.

IF YOU’RE NOT AN XSOLLA PARTNER

IF YOU’RE CURRENTLY AN XSOLLA PARTNER
Email your account manager and set up a time to discuss 
how our expert team can help you turn more new players 
into paying players.
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