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Kate Mobile

| A Toxe 2290 orkaTuncs)) S 1 0
, e
Translation:
Made refund for 2290
‘ g Rub
— Did one more for
- ' 7000 Rub

' BO wac ewé oguH NNaTéx npuwon yxe 7 K Ha kapre

Got all money spent
| Bce uTo Nponun 3a BLIXOAHLIE BEPHYNOCH fOI weekend back



IXPAMEHRE

Kate Mobile

510

YyTb pauee, yysaka 308yT Pyu, A K HeMy 00palaloch BCe BpeMs, KPaTKO B TEKCTE HanucaHo,
3ApascTBynTe Anekcew, 3T0 CHOBa Pyu, Baw cneyuanuct NnoAREPXKHM AUTIOHC , A XOTen NpocnegnTsb
BO3BpaTOM CyMMbI 14K, ecnun OHa He npuwna, obparTurecs 8 GaHK.

o

Translation:

1Tunes Operator
says that refund
OTKaThi caenaio & & & ) 23 2 &3 &3 was made fOI'
et 14000 Rub

0

A poHaTup

Keep using
refunds

@




IXPAMEHNe

Kate Mobile

510

Bo wac ewé oguH NNaTéx Npuwon yxe 7 K Ha Kapre

!

v 7

Bce 4To Nponun 3a BbIXOAHbIE BEPHYOCH




IXPAMEHHe

Kate Mobile

1. Mac OS X: see https://support.apple.com/kb/PH19506

2. Windows: see https://support.apple.com/kb/PH20391

Note: Although we mentioned third-party products in this email, Apple doesn't recommend or endorse
these products.

As always, my goal is to help you with your concern as quickly and accurately as possible. | appreciate
your patience and understanding regarding this matter and sincerely trust this information helps you t¢
resolve this matter.

If you did not receive the refund within ten days, please contact your credit card company regarding
questions about when the credit will be posted to your account.

Have a great day, Anexcew!

Thanks,

Rui
iTunes Store Customer Support
http.//www.apple.com/support/itunes/ww

TM and copyright © 2016
All Rights Reserved / Privacy Policy / Support / Give us feedback

510

Here is part of
Apple support

answer for player
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Kate Mobile

Anexcew, | recommend that you avoid making any more in-app purchases from it until the developer s 1 0
confirms the issue is resolved.

If you want to uninstall the App, follow these steps (keep in mind that not all in-app content can be
downloaded again for free, and that by uninstalling this app, you may also lose access to some of the i
app content you previously purchased):

On your iPhone, iPad or iPod Touch;

1. Tap and hold the icon until it begins to wiggle.

2. Tap the X next to the icon.

3. Choose Delete.

On your computer:

1. Mac OS X: see https://support.apple.com/kb/PH19506
2. Windows: see https;//support.apple.com/kb/PH20391

Note: Although we mentioned third-party products in this email, Apple doesn't recommend or endorse
these products.

As always, my goal is to help you with your concern as quickly and accurately as possible. | appreciate
your patience and understanding regarding this matter and sincerely trust this information helps you t¢
resolve this matter.

If you did not receive the refund within ten days, please contact your credit card company regarding




Kate Mobile

1. If your purchases do not appear, try closing the game, power cycling your device by holding the hom
button and the power button at the same time until the device powers off. Turn the device and the gamu
back on and your in-app should be credited to you.

2. You may need to update your i0S version if you are running an outdated version.

After reviewing your case, |I've been able to issue you a full refund. Within 10 business days, 7490.00 R
should be posted to the payment method used to make the purchase.

The developer of this application, may be able to provide information about why you did not receive the
In-App Purchase. The developer is the one who is in charge of pricing, posting updates and also has
control of modifying or removing their content. Applications are added to the iTunes Store directly by t
content provider and they have been given almost complete responsibility over their own contents, To
contact them directly, please visit:

http://soc.all-stargames.com/

Anexcen, | recommend that you avoid making any more in-app purchases from it until the developer
confirms the issue is resolved.

If you want to uninstall the App, follow these steps (keep in mind that not all in-app content can be
downloaded again for free, and that by uninstalling this app, you may also lose access to some of the i
app content you previously purchased):

On your iPhone, iPad or iPod Touch:

| P |d the icon until | in Wi
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Telecard; Card1519; 26.02.16 23:52:05, Zachislenie, 2290 RUR,; dostupno: 2328.01 RUR
A BCe oTKaTun, a TouHee 19870

Thanks for choosing Apple.
Hi Anekcen,

Thank you for your response. My name is Rui, your request has been transferred to my desk and | will |
taking over your case from here,

I'm sorry to hear that your purchased In-App “109200 Anmazos” didn't download completely on your
device as you have tried contacting its app developer. | know how important it is for you to use the itenr
that you paid for and expect it to work properly. No worries, | will take immediate actions on this and w
provide the necessary information you need in resolving this matter for you.

While most of the transactions go smoothly, sometimes the developers game servers might be slower
than usual or experience an error. There are a few things you can try from your end to see if the in-app!
will be delivered.

1. If your purchases do not appear, try closing the game, power cycling your device by holding the hom
button and the power button at the same time until the device powers off. Turn the device and the gamu
back on and your in-app should be credited to you.

510

Translation:

Message about
refunding 2290
Rub

Refunded 19870
Rub

@
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=

BOT CeroqHAWHAA KBUTAHUWA

thank you very much Errol for help, but the developers of this application do not respond at all to inquir
a month waiting for, and then turned to you in my last letter, | was referring to other payment, now | will
show you who do not come ready to please him problems on my own | want to say that it is time to tie
with the completion of this developer ...

Now | do not buy that entered - 25,02,16

cnacubo Gonbluoe Ippon 3as NOMOLLL,HO PaspaboTurKu 3TOro NPUNOXKEHUA He OTBeYaT soobue H
3anpocbl,Mecay XAan,noTom obparunca K Bam,B nocnegHem nUCbMe 1 UMen 8 BUAY Apyron
nnarex.cenyac a2 ykaxy Bam KOTopbin He npuwen,pelnuTe noxanymncra ¢ Hum npobne,or cebsa xouy
CKa3aTb YTO Nopa 3aBA3bIBaTL C NONONHEHHeM OT 3TOro paspaboTymka...

BOT NOKYNKa KOTOPas MHe He noctynuna - 25,02,16 MJ492GV046 7490 pyb

Telecard; Card1519; 26.02.16 23:52:05; Zachislenie; 2290 RUR; dostupno: 2328.01 RUR

510

Translation:

Here is the refund
for 7490 Rub
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’ A ceroaHa 3500 Bnun ¢ OTKaTOM)

b , 510

' MeHA KuHy M
| —

o900

Translation:

' HO 3aT0 1150 eepHyn
g v M

Here is the refund
for 3500 Rub

And 1150 Rub
refund

@




: Mpowy NOMOUL, YKA3aHHaA NOYTA He OTBeYaerT,
NO3TOMY pelnna HanucaTb crona. 8ro Mapra xe
NPOWANA NEpPBan NOKYNKa, CAeNanTe yTo HUbyAab,
noxanyncra. Jinaut S13 Acmonen, N0rviH 8K
89852765807
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3 St O Iramy  Vew anc s 000 Nwnae

S13 (RHAHT)

Here is how he
showed it by
himself (he
didn’t know that
this info is
useful for
developer =).
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S13 (AHAHT)
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Knacc: OxoTHuk Yp: 60
Mnba: StarK
Cuna 322819
L% R | @

.......

Mappppyca

Knacc: Macrep meua Yp: 60
Mwnba: Stark

'8

Knacc: Konayusa

Mnba: StarK

Cuna 427234 -

Knacc: KonayHsa
Mnba: Stark

'8

Kwnoxa_Tau

Knacc: KonayHea Yp: 60
Mnba: Stark

Cuna 326213
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Here are

& [

players from

S10 who

made refunds.

Their

conversation

is listed
above.
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PROBLEM

= We get such messages very often. And as we are
playing the game — we see refunders by
ourselves. It brings disbalance. It makes your
Team to loose money. It makes your profit lower
day-to-day. It makes other players to loose

interest to the project.

= BUT! There is no legal way to do something with

all these fraudsters...

DECISION

- Team to be able to “fix” this in legal way —is to

add “Terms of use” & “Privacy Policy” to main
title of the game (just hide it under button

somewhere)

= Also these things should be added to Official

Website. It will give a lot of instruments for the

Team if there any trials will happen.




TERMS OF USE
AND
PRIVACY POLICY

Project Team can use this free website to create “Terms Of Use And Privacy Policy”

It will make creating needed info in right and comfortable way



WHAT WILL IT GIVE TO THE
PROJECT TEAM?

It removes the responsibility from the
Team

It gives some additional tools for doing
ANYthing with no user agreement (ban
etc...)




%EVELOPER AGREEMEI@

Google play
«Chinese
English English

«Russian
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Google play

DEVELOPER
AGREEMENT

You can find a lot of useful info in these agreements for the Team... There are a lot of info about
in-app purchases and refunds also. The Team need to know it. Because it lets each to know their right

before player. And it is very useful for operators of support-team. It will help them to talk to players



Goeogle Support

848 PM
Yau are now connected ta Cristina L.. Please type your message and hit 'Enter'ta send.
me

245 PM
Hella
Cristina L.

245 PM

HiAndrey, thanks for contacting Goagle Payments Merchant Team. One mament while | review your
informatian.

me
245 PM
k
Cristina L.
50 PM
| understand that you need assistance with the payments. I'd be glad ta help.
Just to clarify, are you trying to set up a Gaaogle Play Developer Consale?
me
851 PM

Let me try to explain the trouble (sarry far my English if samething... i am from Ukraine so Eng is not my
native)

Cristina L.

8:52 PM
Nawarries. Il try my best to help.
me

8:55 PM

Na. 'want to find out if you can re-check refunds in future far the project

| will alsa contact Apple Inc. after aur conversation they ta try ta stop it ta

Check this out”

Player makes purchase in the game. And when he got his item - he writes letter ta Google‘\Apple support
team

Ta make arefund (accident, didn't get, kids made etc...)

Accarding to GoogleVApple policy - you allow the refund.

It brings a lot of disbalance and ather bad things for ather players, developers and Gaoaogle\apple as well..
| know that purchases under 104 are fast-refunding by Gaagle with na developer assistant...

Cristina L.
857 PM
Generally, we can check for arder status which includes, refunds.

When a customer purchases digital cantent an Goaogle Play, they have 48 hours from the time of purchase to
return the item far a full refund. This gives users time to download, install, and try their purchases.

me
85T PM

| just wanted to ask. Is it possible to make this procedure via develaper (suppart-team of the praject) firstly.

And if developer didn't solve the situation - you ta check it

Yes. I've read terms and palicy.

Cristina L.
857 PM
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I really love the game and would love it to get better and better. And I T

believe the day of it’s triumph will come. Will try to do my best and to : S 4

help to the Team with all my heart and abilities.

Best regards, XaNyMaNyWkA (Andrey)



