
King, the maker of Candy Crush and some of the world’s most iconic mobile 

games, uses Unbabel’s AI-powered, human-refined translation to deliver  

on-brand support at scale.

Game on for multilingual CX: 
bringing seamless support 
translation to King

Case study — Gaming



Executive Summary
King, a leading social games developer, uses 
Unbabel for Zendesk to translate customer 
support inquiries in low-volume languages. 
Unbabel has enabled King’s Player Support 
teams to deliver native experiences to all their 
players without having to think about recruiting, 
training, and retaining native agents. For King, 
a robust yet operationally efficient customer 
service function serves as a key differentiator  
in the crowded game space. 

Meet King
A part of the Activision Blizzard family since 2016, 
King has released some of the most iconic mobile 
games of all time, including Candy Crush, Farm Heroes, 
and Bubble Witch. As the publisher of over 200 of 
the most popular games in the marketplace, King 
draws 272 million monthly active users, as of Q1 
2019, to their web, social, and mobile platforms.  
King is continuously exploring new ways to serve 
players and expand their franchises.

www.king.com

Key figures
Founded 2013, in Stockholm

Acquired by Activision Blizzard in 2016

272 million monthly users

2.7 billion downloads of Candy Crush Saga

2

Unbabel case studies — King

http://www.king.com


Once thought to be demographically 

homogeneous, the games industry 

has diversified considerably, with 

games publishers pursuing an 

omnichannel strategy to meet more 

and more customers where they are.

King, acquired by Activision Blizzard to drive mobile 
gaming innovation, has made synchronous support 
and native-language customer experience key 
components of its agents’ interaction with players.

King needed more than a translation solution  
that would enable agents to converse in any 
language. They needed a tool that could seamlessly 
translate the countless gaming terms — known 
internally as Kingo lingo — and reinforce the sense  
of community among players that lies at the core  
of a great CX and brand loyalty. 

While machine translation-only technology can keep 
pace with customers, it fails to accurately render  
the brand voice and terminology that players know 
and love. 

“Artificial Intelligence can often result in robotic 
responses,” says Patricia Gomez, King’s Head of 
Content & Insights, citing a common roadblock  
on the path to fully scalable, native-language 
customer support.

Viability at scale was also top of mind for King,  
whose vast community of players speaks a wide 
variety of languages — including the so-called 
long-tail languages, such as Vietnamese and Polish, 
for which ticket volumes are too modest to justify 
recruiting native agents.

As for many enterprises, in the face of these 
challenges, the multilingual status quo at King  
was far from ideal. 

“We would have to reply to some players in English 
or just use machine translation with a warning in our 
response stating that,” Gomez says, referring to an 
ad hoc approach to translation that can slow down 
support agents and prevent them from having more 
meaningful conversations with their customers.

Challenges and objectives
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King saw in Unbabel an opportunity to develop a 
team of agents specialized in their offer, rather than 
amateur translators. Unbabel’s signature blend 
of machine and human translation allowed the 
leading games publisher to deliver native-language 
support at the levels of speed and quality players 
require. 

Managing customer cases inside Zendesk Support, 
King was able to get integrated quickly, with no 
additional training necessary. Agents simply send 
their replies, and customers on the other side receive 
native-quality replies in minutes, with Unbabel’s 
AI+Human pipeline scaling to meet as many 
customer inquiries as King throws at it. 

Thanks to a comprehensive onboarding phase, 
Unbabel’s best-in-class machine translation engines 
recognizes and accurately translates even the most 
arcane “Kingo Lingo” —  think: phrases like beaver 
barricade and sparkle submarine.

It’s absolutely essential to King that they nail these 
terms and serve customers not only in their native-
language, but in a language much closer to their 
heart — the branded terminology for their favorite 
games. By mastering these terms, King has been able 
to reinforce a sense of community that delights 
customers and strengthen their brand. 

That increase has been especially prevalent in long-
tail and historically expensive language communities, 
which King has been able to reach without 
additional staffing — and at considerable savings.    

King has maximized the efficiency of its support 
operations by creating a dedicated Unbabel-enabled 
team. These agents share best practices internally 
so they can leverage Unbabel even more effectively, 
freeing up native agents to provide coverage in  
high-volume languages. 

Leveling up customer support at scale  
with Unbabel

“Players appreciate a response  
in their native language.  
PSAT scores have increased.”

— Patricia Gomez, Head of Content & Insights
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Key Learnings
Agents can do so much more when they’re  
not improvising translation.  
Improv is best left to jazz musicians. Support agents 
are not pro-translators, no matter how effectively 
you recruit or train them. With Unbabel’s AI-powered, 
human-refined translation solution, King has  
been able to ensure that its brand is consistently  
well-represented in every language — and that  
its agents are delivering the best possible support, 
efficiently.

Long-tail languages don’t have to hurt. 
Low-volume languages aren’t pain points anymore; 
they just provide you with additional opportunities 
to delight customers. By leveraging Unbabel to make 
your existing staff multilingual, King has improved 
agent utilization while maintaining high quality 
support. 

No such thing as untranslatable.  
Businesses in the games industry have been 
reluctant to adopt translation tools — and for 
good reason: game jargon is notoriously difficult 
to translate. You can even say that the games 
industry calls for dual layers of translation: first into 
customers’ native language, then into their gaming 
language. But Unbabel’s domain-adapted machine 
translation ensures that house style and terminology 
is translated correctly in every language. King  
has leveraged Unbabel’s on-brand translation  
to strengthen its relationships with players.

Happier players make for a stronger brand.  
A native-langauge customer experience helps  
King further develop long-lasting relationships with 
players. By continuously evolving their customer 
experience, the King brand has become synonymous 
with customer centricity — a key differentiator in the 
industry. 

5

Unbabel case studies — King



At Unbabel, we believe language shouldn’t stand
in the way of relationships. Learn how we can  
help you serve customers in any language,  
with fast, fully integrated translations of the 
content powering your support operations:

https://unbabel.com/customer-service/

https://unbabel.com/customer-service/

