Tennessee v. Meta
Case No. 23-1364-1V

DX3474

Casper: Researching Churn, Deactivators, and
Deleters

PENGAD 800-631-6989

ATOR

Casper, as in why are people ghosting the platform and no longer showing up?

Casper diary study plans {in progress}

POC remainder of 2018): Sean Ryan (L Ressards
PCC: Sean Ryan (March 13-May 29)

Churn = inactive for a period of 30 days or mors on platform.

Deszctivators = People who have deactivated their accounts, at least temiporaniy with the assumption that they could come
back at some point.

Deletars = People who have completaly deleted their public profile and accounts and sffectively off the grid for FB.
Decliners = People who's usage has precipitously drapped off over time— 2.¢., going from sveryday use to more sporadic use.

Key research questions:

« Whatare the key reasons why people leave FB or stop using for an exiended period of time {(chum)? And what can
this tell us about Well Being, product improvements, etc?

« How much of chum is a push vs a pull? i.e., how much can be atiributed to changing life circumstances (pull) versus
a diract result of F& no longer being valued, or worsa, doing something negative that prompis them o quit (push}?

« What are people replacing FF B with when they stop using? Other social medie— 1G, Snapchat, ele? And how does
this break impact their social interactions with friendsffamily, sic?
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« s this an individual act for most? Or what is the social impact of their leaving— eg., negative word of mouth about
FB as aflermath?
» For Core Vakues work, how much of chumers can be tied to FB not measuring up to it's primary benefitor JTBD
{e.g., connecting family and fiends)?
o For agency/control work stream, how much of chum is tied to
5 1) Users not feeling that their identity is safe/private on FB (general privacy);
o 2) Notfesling fike they understand who is seeing what on News Feed and other areas of the platform
{controls and setlings);
» 3} Tiring of the negativity on the platforni~ e.g., political rants, etc (Suimmer's “it's nc fun anymore”
conciusion)
> 4) Lack of self contro {well being)

Goals

« Develop a deeper understanding of what the causal effects are of leaving the platform for an extendad period of
time and/or deleting thelr accournits all together.  From this we can develop a waterfali/drivers chart for the fop
reasons and their respective contitbuitions to the overall problem. Then we can priotitize and target soiutions.

« Help the company pricritize areas of the platfonm and experience that are triggering people to leave/abandon ship.
Situate this work in the broader scope and context of Well Being research efforts (assuming there are connections
between leaving the platforrn and gensral wel being concernis).

« Connect work with new core valuss strategy- exploring Low Activators in patticular and how they got to that point.

Assumptions Going In

« Chumers may have stopped using for the following reasons:
> Well being— they felt that FB was taking up too much time, didn't enjoy negative content shared, stc
» Bloat— the inferface has become loo complex, bloated with features, and lacks design simplicity
o Life changes— they simply don't have the time to focus on FB anymore due to significant life changes
{e.g., new child, new job, health concems, eic)
o They are no longer finding value in the experience— e..g, Low Activalors from the Core Value work
{Eden Litt)
« Deleters have been bumed severely by FB and have no thoughts of reluming (such & small percentage of users go
through lotal deletion this will be difficult to explors)

o Deaclivators have more problems with intemal locus of control— they deactivate termporarily 1o stop themselves
from over-use. Butover time they reaclivate and reinstall the app when social pressure or FOMO mounts.

Sample Populations

ft would be ideal to approach this problem from a few different angles to make sure we have properly covered the range of key
behaviors and motivators that contribute to chum, slowing down, and ending plefform usage. We should do a combination of
on platform research (Group 2) and off (Group 1 and 3). This will give us the most hdlistic picture of the problem space.

Group 1 Chumers— work wiDS o target a large subset of users who have stopped using for 30 days or more (we
should specifically target people who were DAUs or frequently used and then chumed)

Group 2: Dedliners— work with a DS o target a subset of users who were using on a daily basis over the course of a
month, but then slowed down their usage to a2 aawi the next month (e.g., use once per week now or a few times in
a month}

Group 3t TBD {We had thought about a gen pop survey to caplure those who are totally off platform now}

Challenges/unknowns

¢ We cannot reseaich peopie on platform because they have deleted thelr accounts and/or are no longer active on FB.

> But, cant we reach out {o people who have deacivaied and reactivated? e, we'll have emails for
people who haven't been aclive in 30 days. For reactivators there accounts will be active again (in
which case we could talk to themn on platform). Who do we talk to about this kind of data capture?
« This ressarch will rely on reaching out to FB users via e-mail contact {not on platform) so there is bound to be a ot
of waste or low hit rates. We'll need a sizable sarmple population to slart with (st least n=10K+)
 Just because they have stopped using for 30+ days does not mean thers is somsthing wrong. How do we account for
people who have just beern too busy or are taking mini-breaks? Cr are these just other interesiing use cases io
account for as wall?
Wil this require XFN review? Assume “yes”

L]
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« How much support can we get from DS + quani te design, execute, and interpret survey results?

« YWhat can we get done andfor prepped by the end of this haif (f will be out all of Jan, Feb, and most of March for
paternity leave)? Who will we hand this work off to for the next haif?

out of scope?

« Intemational work? Let's define the problem space and the key motivations first. We could rofl it into
intemational markets at a later date if we feel we might be missing out on some tiiggsrs to stop using.

collaborators

« Key stakeholders: Chandis Mobhan Janakiraman (Well Being); Core Values work stream

o Other stakeholders: Edin Litt (for Core Value Research); Summer Schiavo (DAP Decliners work stream), Chenyd
Chotrani {took over Sumemer's work after she transitioned to What'sApp)

e Quantplanning: New CoreX quant {starling in January, 2018)
« Data science planninghelp: Catrie Liu and/or TBD
» UXResearchers: TBD, Gy

Timeline

Note: gaps in the timeline are due to the fact that | will be most likely be out on patemity leave Dec 21 to March 18 and then
again from May 28 to July 8.

Primary Research

« MNew snelyses fiom Interfeces Health racking churn survey (FR4A o mSite}
o Cument deactivation flow for FB *should include some of these same questions in gen pop purvey (but later on,
start open ended)

« Have ws made neople addicled o Facsbook?

o Fulidedk

seashndsn Ines/350468200022038/
« FB4A Chum: hitps:ifb.facebook cominotesfienod-lowmastersmimes-firstmission-da-
churry3864307384 25880/
» Tothat end, this note touches on the following areas:
= Chum Type: When a user churms from FB4A, where (if anywhere) do they go?
« EngagementLevels - A method of reasoning about coherent subpopulations of FB4A
MAP.
Device/Application-Instance Sharing: Does it matter that more than one person tends to
login to the same App?
Praventing Future Regressions: How we want {o help reduce chum for future experiments.

+ Remediation of Past Regressions: How we will surface and address aspedis of the app that
have already shipped and is poorly serving many users.
« Who Chumns? Rips/fbfacebookcomigouny/16555408070857 88/ nermalink/ 168181 1148702068/
o Identifying ways to measure who chums
« Note on Cares About Users {CAL) and Long Torm Chum
« FB4A Churn Buckets: hips:ifhfacebhook comigroupsipraduct foundation/peimnalink/78942833456576%/
= The FB4A Chum Deficit (Crganic Resurrections - Organic Chum) is significant and growing
progressively worse, and the top Ene affect to FB4A MAP is being masked by historically strong FB4A
new user growth, We need to manage this aggressively or be prepared to walch FB4A MAP stagnate
and ultimately begin 1o shrink.
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» FB4A Interface Chumn Buckets:
hitns /i facsbook.comigrouns/B8 709587467 2305 /nenralnk/ 1305731308475481/

o About half of chum off of FB4A s a product (largely onboarding} problem, not an interface problem

o FB4A Resurractions are an oulrageously leaky bucket - 1/3 of resurrections chum again in @ month,
We don't just need to resurmect more, we need to retain resurrecied users betier. .

o 20% of our chumers are persistently low engaged, spend little ime, upgrade rarely, and optin to
features fike DSM at haif the rate as everybody else, Addressing this high risk population will require
rew approaches.

o Whatever we do io help struggling users, we need to shield our persistently highly
engagad users - they're 43% of MAP, 85% of DAP, 75% of daily time_spent on FB4A, and
churn 60 times less frequently than the cther 800MM MAP.

o Wasted byles don't present any obvious opporiunity 1o reduce chum. We've got some experiments
that will provide results in the coming weeks, but | see no reason to expect promising resulls

o Wiy do peopde delete Facsbook?

o Having another account— SUMA most common reason for deleting (27%), foliowed by not finding FB
useful (19%)

> Different drivers for developed and smerging market— US/Europs reconsidering value and security of
B

+ Steps for deaclivating and deleling accourt (Facebook help tutorial)
«  Current language around deaclivating:

Masiige Acsount Yous Legacy Comtact,

o

« Cumrent language around deleting acoount
o Lisability Study of Deaclvation Flow {Rebecra Lehman on Growth}

secondary research

o Gl study on relepsers

Sceping notes
Eden Litt11.19.18

o Looking at typology creatad in Core Values work {forthcoming} how many chumers fitinto some of these
calegories? Le., how many peopie have et FB because it didn't measure up {o their valuies or needs?
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o Particulady for the “l.ow activators” who were primaily coming to connect to friends and family. {if it
can't do that much, then what do we have here?}

> Whete are we not delivery on our brand promise (outside of well being reasons)?

« Maybe check out people who are bordetline about to delete or quit FB tco? {Good idea, think we will capture some
of this with pecple who's usage has trailed off, but not sure?}
« Also mentioned checking out the Nota: Have we mzde pecple addicted to Facebook?

Palential QUESTIONS

; draft {work in progress}
Wwork in progressy

Connecting tc core values:

Please read each pair of statemants closaly and decide which one you agree with more.
VAla: Using Facebook is an imporiant part of my day. [VA1b: Spending more than a few minutes on Facebookis a
waste of time ]
VA2a: Facebook plays an important part in my life. [VA2Db: | could easily five without Facebook ]

We usually say that someone is considered to have sustained activation if they pick VAla AND VAZa — and everyone else is

considered to havefleeting activation. Butif you really wanted to make sure vou were getting the lowest of lows, you could say
someonad has low activation I they select VA1b AND VAZD.

Summer Schiavo 11.2.18

« Summeris interested in collaborating where it makes sense— meniions conneciing with actual DS'’s who did analysis
but she has a good handle on what they did and what it means...boltomline: FB is no fun anymors. That's our big
problem for decliners/deactivetors.

o Lessimportant for staying connected with fiends and family, less useful (utlitity}, and less fun were all major
rsasons for session decines— simillar to what we've seen in agercyicontrot and core values wotk

o This is on platfiorm and over a span of a year {Note, we were going to look at a monthly compatison— should we
look at it more longitudinally 7}
» Altematively canvshould we repeat the same data sample and target this same group again for the
survey? {my senseis “‘nos” because they have already covered a lot of what we would look at. The onily
reason wouild be to see if sentiment has changed over time— but if they are off platform now, we can't

target them anyways}
o Summer says make sure you ask the DS 1o look at trending over time, not just one monih at a ime to jook at
patierns.
L]
Jessica Kubo 11.26.18

« Reddit would be 2 good starfing point for checking out people who have deleted/deactivated their accounts—
a nurnber of threads there to check out.

« PAC survey included 8 negative experiences that might have led fo chum (from SGG...social good and goodwill
oam?)

« Compromised accounts (hacked) could be another reason for chum- Jessica has her own personal story of being
impersonated and deleting hey account back in 2008

« Could explore the idea of "expectations” not being met, as mentioned in Note more— this ties in with core values
work too.

« Repeated measures— locking at how sentiment changes over time is ticky. They tried to look at how the ratings
went down...5-4-3-2-1 for specific users who have churmned but didn't get enough of a sample.

« Looking at the FB to IG migration for chum would be an interesting tie-in here {(and somathing we saw in Highbrow
and other agency/control work)

o Extemnal events {media echo chamber) could prompt chuim too... Cambridge Analytica, etc.

Surmmer Schiavo 11.27.18

« Summer shared her most recent survey in Simon in case we want to replicate/reuse any of hose
questions: htpedour.intermme facebook comintermisurvey/simorsysurvey/ 7oid= 193071 3640383236
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+ Connected me with other chum research efforts underway: Kirli Kanitkar says: “Joy and | are working in paraliel
on some value research and F've justlaunched the Fun driver study and will have results by end of next week.”
o Joy's work is off platform so they have that covered as well

o DAP dedliners work is US only— onie opportunity would be to expand this to other markets. Maybe Canada and
UK make sense giver their importance right now for Goodwill?

« Summer is going to share her results from the 2nd survey {same group of decliners as original survey) she just
finished in the coming weeks.

« There appears to be a definite tie- in with well being corvems, as we expected.

« Ouiside of expandling the quant to other markels, it would be good to do more qualitative research to dive deeper
into the high fevel insights.

« Ofther interesting findings from Summer's 2nd survey
o Politics was actually less of a reason for heavy dedliners exiting the platform {compared o the other
twio groups in the survey)

o Groups was a positive reason to stay on platform
Eden Lit 3.15.18
« Fully on board with trying to connect cora values work with reasons for deleting and/or tapering their use off the
platform
« Low activators probably the most interesting segment to explore since they are most at danger of leaving the
platform.
o Interesting to understand how they got o that point— why? And were they in one of the other 3 groups

prior to that? Were they Ad Hoc Activators first? Were they Niche Activators, but then the niche died
off?

o This is aclually a good case for in person interviewing— to understand that trajectory and how they got
to that point.
Cheryl Chotreni 3.18.15

o Checking in to see what new work her group (FB Marketing Research & Insight) is engaged in around chum
« Not really looking at churn right now, but the positive side of the equation from Sumimer's work— how do we spark

oy inmore expetisnces

Jerod Lowmaster 318,18

« Users who have not activeted {fogged into app} for last 28 days are considered deactive.
o There s organic vs inorganic chum— Check out Mitky Way dashhoard which documenis the acoount status steps

« Resurrection flow— check out this note: hitps /fb.workplace convholesferrod-lowmaster/bda-is-a-revoiving-
door-for-rew-ad-resurecied - users 30644 2250758062/

Rebecca Lehnman 32218

« Planning lo do a usability study locking at current deaciivation flow and how to improve it
o Tying YToFB to the workfiow around “spending foo much time”
o Also cument flow reactivates you automatically after 7 days if you select "temporary™~ which segns
like a dark comner

« Aboutto launch ancther sutvey on people who have retumed to FB after deactivating
= Why are you back? Do you stift fee! the same away about FB, based on the reasons you sslected in
deactivation flow

Contad Support

Conversation History

Sean Ryan added Alex Cliveira to the thread Aug 16, 2021 at 317 pm

Sean Ryan added you to a document Aug 10, 2021 at 9:04 pm
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Sean Ryan Aug 10, 2021 at 8:03 pm

Alex Olivelra here is that context for the activators that you wers looking for. It's been a few years though, so if this dossnt
make sense | think Eden might be able to expdain it better! 1}

Sean Ryan edited Aug 10, 2021 at 9:02 pm

Sean Ryan Jan 14, 2020 a1 6:08 pm

Sean Ryan edited Jan 14, 2020 at 808 pm

Alyssa Ayunan opened your conversation with Cheryl Chotrani, Grystine Gray, Chandra Mohan Janakireman, Caros Diuk,
Jeirod Lowmaster, Tipper Lieguno, Eden Liit, Anneke Buffone, Dash Gill, Alex Oliveira, Canie Liu, Rebecca Lehrman, Joy Les,
Maya Tohidi, Jess Kubo, Sean Ryan, Will Essilfie, Moira Burke, Jessica Drum, Andrei Kirshin, Helen Hong, Sylvia Morell
Vitousek, Ryan Ritter and Kirti Kanitkar Apr 18, 2019 at&:08 pm

Sean Ryan added Alyssa Ayunan fo the thread Apr 18, 2012 at 556 pm

Sean Ryan added you to a document Apr 18, 2019 at 549 pm

Sean Ryan edited Apr 10, 2019 at 7:.22 pm

o Usability Study of Deaciivation Flow {Rebecca Lehinman on Growth}

Helen Hong opened your conversation with Cheryl Chotrani, Crystine Gray, Chandra Mchan Janakiraman, Carlos Diuk, Jerrod
Lowmaster, Tipper Llaguno, Eden Litt, Anneke Buffone, Dash Gill, Alex Qliveira, Carrie Liu, Rebecca Lehiman, Joy Lee, Maya
Tohidi, Jess Kubo, Sean Ryan, Will Essilfie, Moira Burke, Jessica Drum, Andrei Kirshin, Sylvia Morslli Vitousek, Alyssa
Ayunan, Ryan Ritter and Kirti Kanitkar Apr 8, 2019 at 7.28 prny

Will Essiifie opened your conversation with Cheryl Chelrani, Crystine Gray, Chandra Mohan Janakiraman, Caros Diuk,
Jerrod Lowmaster, Tipper Llaguno, Eden Litt, Anneke Buffone, Dash Gill, Alex Oliveira, Canie Liu, Rebecca Lehrman, Joy Les,
Maya Tohidi, Jess Kubo, Sean Ryan, Moira Burke, Jessica Drum, Andrei Kirshin, Helen Hong, Sylvie Morelli Vitousek, Alyssa
Ayunan, Ryan Ritter and Kirli Kanitkar Apr 8, 2019 at 5:05 pm

Carlos Diuk opened your conversation with Chervi Chotrani, Crystine Gray, Chandra Mohan Janakiraman, Jerod Lowmaster,
Tipper Liaguno, Eden Litt. Anneke Buffone, Dash Gill, Alex Oliveira, Carrie Liu, Rebecca Lehiman, Joy Lee, Maya Tohidi, Jess
Kubo, Sean Ryan, Wil Essiifie, Moira Burke, Jessica Drum, Andrei Kirshin, Helen Hong, Sylvia Morelli Vitousek, Alyssa
Ayunan, Ryan Ritter and Kirti Kanitkar Apr B, 2018 at 507 pm

Sean Ryan Apr8, 2019 at4:10 pm
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Added S to Diary study recruiting

via Project Tracker

Sean Ryan edited Apr 8, 2018 at 411 pm
Casper diary study plans {in progress}
Design survey for Groups 3 diary study

Diary study recruiting
Diary study launch

Sean Ryan addad you to a document Apr 8, 2019 at 3:55 pm

Sean Ryan added you fo a document Apr 8, 2019 at 3:58 pm

Sean Ryan addad you to & documernt Apr 8, 2019 at 3:58 pm

Sean Ryan added Andrei Kirshin, Carlos Diuk, Helen Hong and Will Essilfie o the thread Apr 8, 2019 a1 4:03 pm

Sean Ryan added you to a document Apr 8, 2019 at 3.57 pm

Bylvia Moreili Vitousek opened your conversation with Cheryl Chotrani, Crystine Gray, Chandra Mohan Janakiraran,
Carlos Diuk, Jerred Lowmaster, Tipper Uagune, Eden Litt, Anneke Buffone, Dash Gill, Alex Oliveira, Carrie Liu, Rebecca
Lehiman, Joy Lee, Maya Tohidi, Jess Kubo, Sean Ryan, Will Essilfie, Moira Burke, Jessica Drum, Andrei Kinshin, Helen Hong,
Alyssa Ayunan, Ryan Ritler and Kirli Kanitkar Mar 28, 2019 at 4:06 pm

Sean Ryan added Sylvia Morslli Vitousek to the thread Mar 28, 2019 at 4:12 pm

SBean Ryan added you io a documert Mar 28, 2019 at 4:06 pm

Sean Ryan edited Mar22, 2018 at 7:08 pm
Rebecca Lehiman 3.22.18

¢ Planning to do a usahility study locking at current deactivation flow and how to improve it
> Tying YToFB to the workflow around “spending too much time”

o Also current flow reactivates you automatically after 7 days if you select "temporany”— which seems
like a dark camner

= Aboutic launch another suivey on people who have retumned to FB after deactivating
= Why are you back? Do you still feel the same away about 7B, based on tha ressons you sefected in
deactivation flow

Sean Ryan edited Mar 20, 2019 at 5:02 pm
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Casper: Researching Churn, Deleters
Deactivators, and Deactivators Deleters

Sean Ryan renarmed Casper: Researching Chum, Deleters, and Deaclivators to Casper: Researching Chum, Deaclivators, and
Deleters Mar 20, 2019 at 5:08 pm

Dash Gill opened your conversation with Cheryl Chotrani, Crystine Gray, Chandra Mohan Janakiraman, Carlos Diuk, Jerrod
Lowmaster, Tipper Liaguno, Eden Litt, Anneke Buffons, Alex Oliveira, Carie Liu, Rebecca Lehrman, Joy Lae, Maya Tohidi,
Jess Kubo, Sean Ryan, Will Essiffie, Moira Burke, Jessica Drum, Andrei Kirshin, Helen Hong, Syivia Morelll Vitousek, Alyssa
Ayunan, Ryan Ritter and Kirli Kanitkar Mar 20, 2018 at 5:24 am

Sean Ryan edited Mar 18,2015 at 1140 pm

« What are the key reasons why people leave FB or siop using for an exterded period of time {churn)? And what can
this tell us about Well Being, product improvements, etc? What do they do once they leave the app? Delete it?

« Deleters have been bumed seversly by FB and have no thoughts of retuming. (such a small percentage of users go
through iotal deletion this will be difficult to explore)

Group 1. Chumers— work with data scientist w/DS to target a large subset of users who have stopped using for 30
days or more (we shiould specifically target people who were DAUSs or frequently used and then churned)

Group 2: Decliners— work with dats scientist a DS to targst a subset of users who were using on a daily basis over
the course of a month, but then slowed down their... a crawld the next month (e.g., use once per week now or a few
times in a month)

Group 3 Deaclivators— create TBD {We had thought about a gen pop survey io caplure people those who have
completely deleted and deactivated their accounts. are totally off platform now}
« Steps for deaciivating and deleling account {(Facebook help titorial)

« Current language around deactivating:
« Current language around deleting account

Cen-pop survey draft {work in progress}
Diary study draft {wotk in progress}
Jerrod Lowmaster 3.16.18

« Users who have not activated (fogged into app) for last 28 days are considered deactive.
+ Thersis organic vs inorganic chum-— Check out Milky Way dashboard which documents the account status steps

o Resurrection flow— check out this note: hitps./fo.workplace.com/notesfjemod-lowmaster/fbda-is-arevolving-
door-for-naw-and-resuirected-Lsers/35644 2256758062/

Rebecca Lehiman opened your conversation with Chenyd Chotrani, Crystine Gray, Chandra Mohan Janakiraman, Carlos Ditk,
Jearod Lowmaster, Tipper Liaguno, Eden Litt, Anneke Buffons, Dash Gill, Alex Qliveira, Carrie Liu, Joy Les, Maya Tohidi, Jess
Kubo, Sean Ryan, Will Essilfie, Moira Buke, Jessica Drum, Andrei Kirshin, Helen Hong, Syivia Morelli Vitousek, Alyssa
Ayunan, Ryan Ritter and Kirti Kanitkar Mar 19, 2018 at 8113 pm

Sean Ryan added Dash Gill {o the thread Mar 19, 2018 at 6:50 pm

Sean Ryan added you to a document Mar 18, 2019 at 6:44 pm
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Sean Ryan edited Mar 18, 2019 at 4:37 pm
+ Why do people delete Facebook?

> Having ancther account- SUMA most common reason for deleting (27%), followed by not finding FB
useful (18%;

> Different drivers for developed and emerging market— US/Europe reconsidering value and security of
FB

Sean Ryan added Rebeora Lehiman to the thread Mar 19, 2019 at 4:05 pm

Sean Ryan added you to a document Mar 13, 2019 at 2:58 pm

Sean Ryan edited Mar 18, 2019 at 10:28 pm
Cheryl Cholrani 3.18.19

« Checking in to see what new work her group (FB Marketing Research & Insight) is engaged in around churm

« Not really looking at chum right now, but the positive side of the aquation from Summer’s work— how do we spark
oy in more experiances

Sean Ryan added Moira Burke to the thread Mar 18,2013 &t 710 pm

Sean Ryan added you to a document Mar 18, 2018 at 7:04 pm

Sean Ryan edited Mar 18, 2019 at 4:28 pin

Potential QUESTIONS
Gen-pop survey draft

Connedling to core values:

Please read sach pair of statements dlosely and decide which one you agree with more.

VAla: Using Facebook is an imporiant part of my day. [VA1b: Spending more than a few mirutes on Facebock is a
waste of time.]

VAa2s: Facebook plays an imporiant part in my life. [VAZb: | couid easily live without Facebook.]
We usually say that someone is considered to have sustained activation if they pick VA1a AND VAZa — and everyone elseis

considered to havefiesting activation, But if you reslly wanted o make sure you were getting the lowest of lows, you could say
someoned has low activation if they select VATb AND VAZD.

Sean Ryan Mar 15, 2015 at 818 pm
Added Articke to Design survey for Groups 3

via Project Tracker

Sean Ryan Mar 15, 2019 8t 818 pm
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via Project Tracker

Sean Ryan edited Mar 15, 20192t 820 pm

« Conned work with new core values strategy— explaring Low Activators in perticudar and how they got to that point.

Design survey for Groups 1,2and 3
EdenLit3.15.18

= Fuily on board with trying o connect core values work with reasons for deleting and/or tapering their use off the
platform

« Low aciivaiors probably the most interesting segment to explere since they are most at danger of leaving the
platform.
o interesting to understand how they got to that poini— why? And were they in one of the other 3 groups
prior to that? Were they Ad Hoc Activators first? Were they Niche Activaiors, but then the niche died
off?

o This is actually s good case for in person interviewing— to understand that trajectory and how thay got
to that point.

Sean Ryan added Jerrod Lowmaster to the thread Mar 15, 2018 at 4:56 pm

Sean Ryan added you to a document Mar 15, 2018 at 4:50 pm

Sean Ryan edited Mar 15, 2015 at 451 pm
PCC (nexd halfy: TBD (Jan-March), Sean Ryan (March 13-May 29)

o They are no longer finding a sirong utility value in the experience— e..g, Low Aclivators from the Core
Value work (Eden Litt)

« Cument deactivation flow for FB “should include soeme of these same guestions in gen pop purvey {but later on,
start opan ended)

Sean Ryan edited Mar 13, 2019 at6:07 pm

= They are ne fonger finding & strong utility value in the experience~ e..g, Low Activators from the Core
Value work (Edan Litt)

o AP sessions dedine and Note: hitps:/fb.workplace.com/notes/summer-schiavo/sentiment-is-linked-1o-
sessiondap- decines/35046820802203%/

Anneke Buffone opened your conversation with Cheryi Chotrani, Crystine Gray, Chandra Mohan Janakiraman, Carlos Diuk,
Jerrad Lowmaster, Tipper Uaguno, Eden Litt, Dash Gill, Alex Gliveirs, Carnie Liu, Rebecca Lehrman, Joy Lee, Maye Tohidi,
Jess Kubo, Sean Ryan, Will Essilfie, Moira Burke, Jessica Drum, Andrei Kirshin, Helen Hong, Sylvia Morelli Vitousek, Alyssa
Ayunan, Ryan Ritter and Kirti Kanitkar on a phone Feb 8, 2019 at4:32 pm

Chandra Mohan Janakiraman added Anneke Buffone to the thread Feb 6, 2018at6:17 am
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Chandra Mchan Janakiraman added you to a document Feb 6, 2018 at6:10 am

Cheryt Chotrani opened your conversation with Crystine Gray, Chandra Mohan Janakiraman, Carlos Diuk, Jerrod Lowmaster,
Tipper Llaguno, Eden Litt, Arneke Buffone, Dash Gill, Alex Oliveira, Carrie Liu, Rebecca Lehrman, Joy Lee, Maya Tohidi, Jess
Kubo, Sean Ryan, Will Essiffie, Moira Burke, Jessica Drum, Andrei Kirshin, Helen Hong, Sylvia Morefli Vitousek, Alyssa
Ayunan, Ryan Ritter and Kirti Kanitkar Dec 12,2018 at $:01 pm

Sean Ryan added Cheryt Chotrani to the thread Dec 12, 2018 a1 8:07 pm

Sean Ryan added you i a document Dec 12, 2018 at 3:00 pm

Sean Ryan edited Dec 12, 2018 at 855 pm
PCC (next helfy: TBD {Jen-March), Sean Ryan (March 13-May 29)

Sean Ryan edited Dec 11, 2018 at6:02 pm

o Other stakeholders: Edin Litt {for Core Value Research); Summeyr Schiavo (DAP Dedliners work stream), Cheryl
Chotrani {took over Summer's work after she transitioned to What'sApp)

Sean Ryan Nov 30,2018 at 3:18 pm

Sean Ryan edited Nov 30, 2018 8t 318G pm

Sean Ryan added Tipper Llaguno to the thrsad Nov 28,2018 at9:21 pm

Sean Ryan added you to & document Nov 28, 2018 at 924 pm

Kirti Kanitkar Nov 28,2018 at5:33 pm

Hi Semn echoing Joy, my work this half is all on platform, but will be planning for some off platform work next half
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Kirti Kanitkar opened your conversation with Cheryl Chofrani, Crystine Gray, Chandra Mohan Janakiraman, Carlos Diuk,
Jerrod Lowmaster, Tipper Liaguno, Eden Lit, Anneke Buffone, Dash Gill, Alex Oliveira, Canie Liu, Rebecca Lehmman, Joy Lee,
Maya Tohidi, Jess Kubo, Sean Ryan, Will Essilfie, Moira Burke, Jessica Drum, Andrsi Kirshin, Helen Hong, Sylvia Morell
Vitousek, Alyssza Ayunan and Ryan Rittar Nov 28, 2018 at 5:32 pm

Joy Lee Nov 28,2018 at 5:26 pm

with a focus on what are the benefits we should be leaning into fo diive a certain outcome (e.g. perceptions of value) and also
how this might relate to some of the costsinegatives of using the plaiform {e.g. data privacy risks). We are planning on looking
at the spectrum of usage and including non-usersichumers. | think deep diving into deadtivators off-platform could still be
helpful since we're not focused speciically on that. Here are some additional details about our work: Facsbook Vakie Equation
Quant Research

Sean Ryan edited Nov 28, 2018 at 4:46 pm

o For Core Values work, how much of chumers can be tied to FB not measuring up to it's primary benefitor JTBD
{2.q., conneciing fanily and friends)?

o For agency/control work stream, how much of chum is tied to
o 1) Users not fesling that their identity is safe/private on FB (general privacyy;

o 2) Not feeling fike they understand who is seeing what on News Feed and other areas of the platform
{confrols and setings);

» 3) Tiring of the negativity on the platform— 2.g., political rants, etc (Summer’s “it's no fun anymore”
conchusion}
o 4) Lack of self control (welt being)
o HKey stakeholders: Chendra Mohan Janakiraman (Well Being); Core Values work stream

« Quant planning/help planning: Ryan Ritier and/or new New CoreX quanit (starling in January, 2019}
« Data sdlence planninghelp: Camie Liu and/or TBD

o UXResearchers: TBD, Crystine Gray

o Vendors: TBD

Joy Lee opened your conversation with Chervl Chotrani, Crystine Gray, Chandra Mohan Janakiraran, Caros Diuk, Jerrod
Lowrnaster, Tipper Llaguno, Eden Litt, Anneke Buffone, Dash Gill, Alex Oliveira, Carie Liv, Rebecca Lehiman, Maya Tohid,
Jess Kubo, Sean Ryan, Will Essilfie, Moira Burke, Jessica Dium, Andrei Kirshin, Helen Hong, Sylvia Morelli Vitousek, Alyssa
Ayunan, Ryan Ritter and Kirti Kanitkar Nov 27, 2018 at 11:42 pm

Sean Ryan added you to a document Nov 27, 2018 at 11:24 pm

Sean Ryan added JoyLee and Kirtt Kanitkar to the thread Noy 27, 2018 at 11:29 pm

Sean Ryan added you io a document Nov 27, 2018 at 11:24 pm
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Sean Ryan edited Nov 27, 2018 5t 11:42 pm
Summer Schiavo 11.27.18

o Summer shared her most recent suivey in Simon in case we want to replicatefreuse any of those guestions:
httpstfiour.internme. facebook comvintemysurvay/simonx/survey/ 7oid=19307 13540383236

» Connected me with other chum research efforts underway: Kirti Kanitkar says: “Joy and | are working in parallel on
some value research and l've just launched the Fun driver study and will have results by end of next week.”
= Joy's work is off platform so they have that covered as well

« DAP dedliners work is US only— one opportunity wouid be to expand this to other markets. Maybe Canada and UK
make sense given thelr importance right now for Goodwill?

o Summer is going to share her resufts from the 2nd survey (same group of declinars as original survey) she just
finished in the coming weeks.

¢ There appears to be a definite tie-in with well being concems, as we expecied.

Outside of expanding the guant to cther markets, it would be good to do miore qualitative research to dive deeper

into the high level insights.

« Other interesting findings from Summer’s 2nd survey

o Poliics was actually less of a reason for heavy dedliners exiting the platicsm {compared to the other
two groups in the survey)

o Groups was a positive reason to stay on platform

Sean Ryan edited Nov 26, 2018 at 7:40 pm

« Looking at iypology created in Core Values work (forthcomiing) how many chumers fitinlo some of these
categories? te., how many people have ieft FB because it didn't measure up fo their values or needs?

Jessica Kubo 11.2618

Reddit wouki be a good starting point for checking out people who have deleted/deactivated their accounts— a

number of threads there to check out.

« PAC survey inciuded 8 negative experiences that might have led io chum (from SGG...social good and goodwil
team?)

« Compromised accounts (hacked) could be another reason for chum- Jessica has her cwn personal story of being

Impersonated and deleting her account back in 2008

Couid explore the idea of “expectations” not being met, as mentioned in Note more— this ties in with core values
work too.

*

+ Repeated measures— looking at how sentimsnt changes over time is tricky. They tried to look at how the ratings
went dowr...5-4-3-2-1 for specific users who have chumed but didn't get enough of a sample.

« Looking atthe FB 1o G migration for churn would be an interesting tie-in here {and someathing we saw in Highbrow
and other agancy/control work}

o Extemnal events (media echo chamber) could prompt chum too.. Cambridge Analyiica, elc.

Sean Ryan added Jess Kubo to the thread Nov 26, 2018 a1 8:30 pm

Sean Ryan added you to a docurment Nov 28, 2018 af6:33 pm

Sean Ryan edited Nov 21, 2018z 1241 am

+ Key stakehokiers: Chandra Mohan Janakiraman, Edin Litt {for Core Value Research)
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o Other stakeholders: Edin Litt (for Core Value Researchy; Summer Schiavo (DAP Dedliners work stream)
« Quant planninghelp: Ryan Ritter and/or new CoreX guant (starting in January, 2018)

Sean Ryan added Jessica Drum to the thread Nov 20, 2018 at 1042 pm

Sean Ryan added you 1o a document Nov 20, 2018 at 10:37 pm

Sean Ryan edited Nov 20, 2018 at :58 pm

« Note on Cares About Users (CAU) and Long Term Chum

Sean Ryan Nov 18,2018 at 11:04 pm

Summer Schisve you gave me some great pointers here, but | cant find my notes. If there is anything | missed here can you let
me kniow? Thanks.

Sean Ryan edited Nov 18,2018 at 11:.06 pm

« Key stakeholders: Chendra Mohan Janaldrarnan, TBD Edin Litt {(for Core Value Research)

Scoping notes
Eden Lit11.18.18

« Looking at typology created in Core Values work (forthcoming) how many chumers fitinto some of these
categonies? L.e., how many people have left FB because it didn't measure up to their values or needs?
» Particuledy for the “Low activators” who were primarily coming fo connect to friends and family. {ifi
can'i do that much, then what do we have here?}
» Where are we not delivery on our brand promise {cuiside of well baing reasons)?

« Maybe check out people who are borderline about to delete or quit FB too? {Good idea, think we will capiure some
of this with peopie who's usage has trailed off, but not sure?}

« Also mentioned checking out the Note: Have we made people addicted io Facebock?

Sumimer Schiave 11.2.18

o Comnecting about DAP sessions decline 1o see where they are at on this and if if makes sense to colleborate further?

« Summeris interested in collaborating where it makes sense— mentions connecting with actual DS's who did analysis
but she hes a good handle on what they did and what it means...bottoniline: FB is no fun anymore. That's our big
probiem for decliners/deactivators.

o less important for staying connected with fiiends and family, less useful {utlitity), and less fun were alf major
reasons for session declines— similar to what wa've seen in agency/control and core values work

« This is on pletform and over a span of a year {Note, we were going to lock at a monthly comparison— shauld we
look at it more longitudinally 7}

> Alternatively can/should we repeat the same data sample and target this same group again for the
survey? {my sense is “no” because they have already covered a lot of what we would look at. The only
reason wold be to see if sentiment has changed over time— but if they are off platform now, we can't

target them anyways}
« Summer says make sure you ask the DS to look at trending over time, not just one month at a ime to look at
patiems.
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Sean Ryan edited Oct 30,2018 at 3:50 pm

o DAP sessions dedine

« FB4A Chum: hitps/fb.facebook.com/notes/jerrod-lowmaster/emmos-first-mission-fhda-
chum/3884307384 25880/
o Tothat end, this note touches on the following areas:

« Churn Typs: When a user churns from FB4A, where (if anywhere) do they go?

= Engagemert Levels - A method of reasoning about coherent subpoptilations of FB4A
MAPR,

x Device/Application-Instance Shating: Does & matter that more than one person tends io
login to the same App?

x Preventing Fulure Regressions: How we want to help reduce churn for future experiments.

+ Remediation of Past Regressions: How we will surface and address aspedis of the app that
have already shipped and is poody serving many users,
« Who Churns? hifps:i/fb.facebook comigroups/18595405976885785/permalink/1881811148752083/
o identifying ways to measure who chums
o FB4A Churn Buckets: hitpsi/ffb.facebook. comigroupsiroduct foundation/permalink/ 7884 29384565763/

o The FB4A Chum Defick {Organic Resurrections - Organic Chuim) is significant and growing
progressively worse, and the op line effect io FB4A MAR is being masked by historically strong FB4A
new user growth. We need fo ranage this aggressively or be prepared to watch FB4A MAP stagnate
and ultimately begin to shrink.

« FB4A Interface Churn Buckets:
hitps:ffb.facehook.com/grouips/S870958 74672365/ permalink/1305731308475481/

o About half of chum off of FE4A is a product (largely onboarding) problem, not an interface problem

> FB4A Resurrections are an outragecusly leaky bucket - 1/3 of resurections chum again in a month.
We don't just need to resurrect more, we need to retain resumrected users better,

o 20% of our churners are persistenty low engaged, spend fittle time, upgrade rarely, and optinto
features like DSM at half the rate as everybody else, Addrassing this high risk population will require
new approaches,

= Whatever we do to help struggling users, we need to shield our persistently highly
engaged users - they're 43% of MAP, 85% of DAPR, 75% of daily time_spent on FB4A, and
churn 60 times less frequently than the other 8COMM MAP.

o Wasted bytes don't present any obvious opportunily to reduce chum. We've gol some experimernts
that will provide results in the coming weeks, but | see no reason 1o expect promising results

Maya Tohidi opened your conversation with Chesvi Cholrani, Crystine Gray, Chandra Mohan Janakiraman, Carlos Diuk,
Jairod Lowmaster, Tipper Liaguno, Eden Litt, Anneke Buffone, Dash Gill, Alex Oliveira, Canie Liu, Rebecca Lehrrnan, Joy Les,
Jess Kubo, Sean Ryan, Will Essilfie, Moira Burke, Jessica Drum, Andrei Kirshin, Helen Hong, Syivia Morelfi Vitousek, Alyssa
Ayunan, Ryan Ritter and Kirti Kanitkar Oct 30, 2018 at 2:38 pm

Sean Ryan added Maya Tohidi tc the thread Ot 28, 2018 at 5:58 pm

Sean Ryan added you io a document Oct 29, 2018 &t 5:52 pm

Crystine Gray edited Oct 27, 2018 at 4:08 pm

Sean Ryan added Ryan Ritter to the thread Cet 26, 2018 at 645 pm
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Sean Ryan added you to a document Oct 26, 2018 at 6:35 pm

Sean Ryan Oct 26, 2018 at 8:23 pm

Gofha.

Sean Ryan Oct 26, 2018 at 618 pm

Nice, yes thanks.

Sean Ryan Cct26,2018at&15pm

goad call, thanks

Sean Ryan edited Cct 26, 2018 at8:25 pm
Decliners = People who's usage has precipitously dropped off over ime— e.g., going from everyday use to more sporadic use.

+ What are the key reasons why people leave FB or stop using for an extended period of time? And what can this tell
s about Well Being, product improvements, etc? What do they do once they leave the app? Delete it?

o s this an individual act for most? Or what is the sodial impact of their leaving— e.g., negative word of mouth about
B as afigmath?

« Deveop a deeper understanding of what the causal effects are of leaving the platform for an extended periad of
time andior deleting their accounts all together. From this we can develop a waterfallidrivers chart for the top
reasons and their respective contributions to the overall problem. Then we can prioritize and target solutions.

« UXResearchers: TBD, Crystine Gray

Chandra Mchan Janakiraman Oct 28, 2018 at 3:42 am

Yes, ok to indlude other use cases as fong as ey meet the 30d chum criteria. Sesn Ryan (UX Resaarch)

Chandra Mohan Janakiraman Oct 26,2018 at 342 am

Saan Ryan (X Research) and develop a waterfallidrivers chart of the top reasons and their respective contributions to the
overall problem. That way we can prictitize and target sciutions.

Chandra Mohan Janakiraman Oct 26, 2018 at 3:41 am

Sear: Ryan (X Researchi think it's less interesting to target reactivators. We should target chumed users off platform ie.
through email or cther channels. That is the most interesting segment.

Chandra Mchan Janakiraman Oct 28, 2018 at 3:30 am
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Sean Rvan (X Resessch) also, let's include qusstion about if they talk about the reasons they left with othars thereby creating a
negative word of mouth effect.

Chandra Mohan Janakiraman Oct 26, 2018 a1 3:34 am

Sear: Ryan (X Fessarch) and what do they do when they leave {e.g. delete app).

Chandra Mohan Janakiraman Oct 26, 2018 21 3:28 am

Sean Ryan (UX Pesearch) This is a great question. Thanks forinduding.

Chandra Mohan Janakiraman edited Ocl 26, 2018 at 342 am

Sean Ryan Oct 25, 2018 at 715 pm

Yeah, | like decliners better. That is basically group 2 below

Sean Ryan edited Oct 25, 2018at 7:14 pm
Group 1. Chumers— work with data scientist to target a large subset of users who have stopped using for 30 days or
more
Group 2: Crawders— work Dediners— work with data sdentist o target a subset of users who were using on a daily
basis over the course of a month, but theri... imes in a month)

Group 3: Deaclivators— create a gen pop survey to caphure people who have completely deleted and deachivated
their accounts.

Eden Liit opened your conversation with Cheryt Chotrani, Crystine Gray, Chandra Mohan Janakiraman, Carlos Diuk, Jerrod
Lowmaster, Tipper Lagune, Anreke Buffone, Dash Gifl, Alex Oliveira, Camie Liu, Rebecca Lehrman, Joy Lee, Maya Tohidi,
Jess Kubo, Sean Ryan, Will Essifie, Moira Burke, Jessica Drum, Andrei Kirshin, Helen Hong, Sylvia Morelli Vilousek, Alyssa
Ayunan, Ryan Ritter and Kirti Kanitkar Oct 25, 2018 at6:38 pm

Sean Ryan added Eden Litt to the thread Oct 25, 2018 at 548 pm

Sean Ryan added you to a document Oci 25, 2018 st 542 pm

Crystine Gray Oct 25, 2018 at5:42 pm

Would add decliners to this fist - the group that has shown big declines in sessions.. may sven prioriize them over including
both deactivators and deleters - not super clear io me what the difference is between those two and what we would leam
differently from them?

Crystine Gray edited Oct 25, 2018 at5:41 pm
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Crystine Gray opened your conversation with Cheryl Chotrani, Chandra Mohan Janakiraman, Carlos Diuk, Jerrod Lowmaster,
Tipper Llaguno, Eden Litt, Anneke Buffone, Dash Gill, Alex Oliveira, Camie Liu, Rebecca Lehrman, Joy Lee, Maya Tohidi, Jess
Kubo, Sean Ryan, Will Essilfie, Moira Burke, Jessica Drum, Andrai Kirshin, Helen Hong, Sylvia Morelli Vitousek, Alyssa
Ayunan, Ryan Ritter and Kirti Kanitkar Oct 25, 2018 at 5:36 pm

Sean Ryan edited Oct 25, 2018ai2:58 pm

Sean Ryan edited Oct 24, 201838t 7:44 pm

Sean Ryan edited Oct 24, 2018 at4:48 pm

Carrie Liu opened your conversation with Cheryt Chotrani, Crystine Gray, Chandra Mohan Janakiraman, Cardos Diuk, Jerod
Lowmaster, Tipper Laguno, Eden Litt, Annske Buffons, Dash Gill, Alex Oliveira, Rebecca Lehrman, Joy Lee, Maya Tohidi, Jess
Kubo, Sean Ryan, Will Essiffie, Moira Burke, Jessica Drum, Andrei Kirshin, Helen Hong, Syivia Morelli Vitousek, Alyssa
Ayunan, Ryan Ritter and Kirii Kanitkar Oct 24, 2018 a1 440 pm

Sean Ryan Oct 24, 2018 at 200 pm

via Project Tracker

Sean Ryan Oct 24, 2018 at 2:0Q pim
Added Chandra to Mini-comimunication effort for all of quant synth

via Project Tracker

Sean Ryan Oct 24, 2018 at 2:00 pm
Added Chandrs to Download of findings wistakeholders

via Project Tracker

Sean Ryan Cct 24, 2018 at 200 pm
Added Sean to Download of findings w/stakeholders

vig Project Tracker

Sean Ryan Oct24, 2018 at 1:57 pm

via Project Tracker
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Sean Ryan Oct 24, 2018 at 1:57 pm
Added S to Execute survey for Groups 182 (o

via Project Tracker

Sean Ryan Oct 24, 2018 at 1:57 pm
Added Sesrs to Communications— road show, repott postings to groups, sic

via Project Tracker

Sean Ryan Oct24, 2018 at 1:57 pm

via Project Tracker

Sean Ryan Cct24, 2018 at 1:57 pm

via Project Tracker

Sean Ryan Oct 24, 2018 at 1:57 pm

via Project Tracker

Sean Ryan Oct 24, 2018 at 1.57 pim

via Project Tracker

Sean Ryan Oct 24, 2018 at 1:57 pm

via Project Tracker

Sean Ryan added Carrie Liu io the thread Oct 24, 2018 at 1226 pm
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Sean Ryan added you o a document Oct 24, 2018 at 120 pm

Sean Ryan renamed Casper: Researching Churm fo Casper: Researching Chum, Deleters, and Deactivators Oct 24, 2018at 1:18
pn

Sean Ryan edited Oct 24, 20182t 201 pm

Sean Ryan Cci 23,2018 at 1012 pm

Chardra Mohan Jarakiraman starting to think of potential barriers or chaflenges here. Feel free to add any thoughts you might
have.

Sean Ryan Oct 23,2018 at 8:26 pm

via Project Tracker

Sean Ryan Oct 23, 2018 at 3:226 pm

via Project Tracker

Sean Ryan Oct 23,2018 at S:26 pm

via Project Tracker

Sean Ryan Oct 23, 2018 at 3:26 pm

via Project Tracker

Sean Ryan Oct 23,2018 at 9:24 pm

via Project Tracker

Sean Ryan Oct 23,2018 at 9:24 pm
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via Project Tracker

Sean Ryan Oct 23,2018 at 9:24 pm
Added Chendr to Scope work stream

via Project Tracker

Sean Ryan Cct23, 2018 at 823 pm
Added Sean to Scope work stream

" vig Project Tracker

Sean Ryan added Crystine Gray to the thread Oct 23, 2018 at 7:47 pm

Sean Ryan addad you io a documenit Oct 23, 2018 at 742 pm

Chandra Mohan Janakiraman opened vour conversation with Cheryl Chotrani, Crystine Gray, Carlos Diuk, Jerrod
Lowmaster, Tipper Llaguno, Eden Litt, Anneke Buffone, Dash Gill, Alex Qliveira, Carrie Liu, Rebecca Lehwman, Joy Lee, Maya
Tohidi, Jess Kubo, Sean Ryan, Will Essilfie, Moirs Burke, Jessica Drum, Andrei Kirshin, Helen Hong, Sylvia Morelli Vitousek,
Alyssa Ayunan, Ryan Ritter and Kirli Kanitkar Oct 23, 2018 at 7:31 pm

Sean Ryan added Chandra Mohan Janakiraman to the thread Oct 23, 2018 at 7.37 pm

Sean Ryan added you to a docurnent Oct 23, 2018 &t 7,30 pm

Sean Ryan enabled link sharing - View/Edit Cct 23, 2018 8t 6:58 pm

Sean Ryan edited Cat 23, 2018 at 1018 pm

Sean Ryan created the document Get 23, 2018 at 6:56 pm
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