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The best customer engagement 
tool we never knew we had?
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About the speaker

Chris Mitchell – Feedback Community 

Manager & Sr Principal QA Engineer.

Chris is the Autodesk Feedback Community Manager & a Sr. Principal Inventor QA 

Engineer on the Inventor Customer Engagement team. His primary focus is to manage 

all aspects of pre-release validation (Alpha/Beta) for Inventor whilst also providing 

Feedback Community consulting services to all other Autodesk product teams. He and 

his team work closely with customers, partners, and development teams to ensure that 

the “Voice of the Customer” is continually heard, in order to improve product quality.

Chris has also had active roles as the manager of Inventor Experience Design/User 

Research & as a UX lead; he has worked at Autodesk for over 14 years. Prior to joining 

Autodesk, Chris was a consultant at SDRC/EDS/Unigraphics as a consultant for 

Mechanical CAD/PLM product implementation, & a Mechanical Design Engineer for 

British Steel specializing in the design & FEA analysis of hot-rolling process equipment.

He is a Chartered Engineer & a Fellow of the UK’s Institute of Mechanical Engineers.



Autodesk Products….lots !





WHY FEEDBACK?



Customer Company



“So coming back from this short but frustrating experience, as a conclusion I 
have to say again what I have already stated before:

Please, Autodesk, before taking any efforts in this, please fix the stuff you 
already have.

Right now, there are loads of tools and stuff that could be very helpful but are 
just crap…”

…Instant Humility!
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Feedback.autodesk.com

 Aka “The Beta”
 Direct conduit to the 

Autodesk product teams

 SaaS

 Hosted:

Large 

Files/CDN
Scalability GlobalPerformance



Feedback.autodesk.com

 Community ~339,000 profiled users

 Autodesk customers, students, resellers,
3rd party dev & employees

 All industry, roles, products, geo, interests

 All encompassing platform:

 broad customer engagement,
collaboration, research & “validation”
activities

 Entire product lifecycle

 Continual use since 2009

 Alpha, Beta, Tech Preview, Customer
Council, Labs, etc…

 GDPR compliant & funded for unlimited use



Inventor CE tool of choice

 Mature processes/consistent engagement

 On-going project use since 2013, 
(previously only annual Beta’s).

 Central facilitation

 All functions of the Inventor team 
expected to engage.

 Relational data is invaluable

 Acknowledged as Best in Class 
implementation

 “Inventor CE is a well oiled machine!”

“Single source of truth” – Data at the center



EMBRACE



Onboarding

 “Open invite” link/code:

 http://Autode.sk/InventorBeta

 Integrated NDA/CRA process

 Team/Role based access models

 Content, releases, surveys,

forums, reports, workflows

All inclusive/open invite with
profile based access

http://autode.sk/InventorBeta


All Personas

Inventor 

Presumptive 

Personas

Mech Engineer 

/ Designer / 

Drafter

Manufacturing 

/ Sys Engineer

CAD 

Administrator / 

Manager

Mechanical Engineer
CAD Administrator

PartnersVeteran User Students LurkersNew Users



Persona based profiles

 “User research” persona survey (~8,600):

 Enables filtering/reporting in 
conjunction with other community 
profile & surveys

 Deep understanding before engaging

 Better collaboration & trust

 All participation related to user profile:

 Forum posts, surveys, bug reports, 
tasks, downloads, page views…

 Constantly enriching the database

 Easily accessible

Efficient recruiting



Persona based profiles
Efficient recruiting

 “User research” persona survey (~8,600):

 Enables filtering/reporting in 
conjunction with other community 
profile & surveys

 Deep understanding before engaging

 Better collaboration & trust

 All participation related to user profile:

 Forum posts, surveys, bug reports, 
tasks, downloads, page views…

 Constantly enriching the database

 Easily accessible



NURTURE



Planning
On-going process

 Branch Build Plan

 Engagement Plans

 Scrum team

 Entire team

 Content/Artifact Plan

 “Get a year ahead”



Webinars

 Present Roadmap & What’s New

 Polls

 Take the pulse during event

 Design decisions

 Subscription value of what’s new

 Open Q&A

 Recordings & sanitized Q&A

 Posted back to Feedback site

~Quarterly



Videos

 What’s New

 Referenced in surveys & forums

 Sprint Reviews meetings

~Monthly



Regular Releases

 UI Prototypes embedded in surveys

 Monthly Alpha’s

 Turbo – single 4gb .exe

 Frame/Nutanix - hosted

 Installable builds with LP’s

 Beta’s

 Release Candidates

 20xx.x & 20xx.x.x updates

 Supported for production use

 Build support:

 Integrated Beta Help & Akamai

 Serial Numbers/Crashes/Data Analytics

Enable easy/repeatable testing



HUMILITY



Forums

 Functionality specific forums:

 Invaluable

 Cross-referenced in videos/surveys

 Gain a deeper understanding:

 who, what & why…

 Forum posts related to user profile

 Localized for China

Candid/constructive discussions



Ideas/Enhancements

 Monitor & manage Inventor Ideas

 Votes -> roadmap priorities

 Cross-reference Ideas <-> Feedback 

 Invite to join Feedback once underway

 Co-designed solutions

 Surveys & forums

 Documented/credited in On-line Help & 
What’s New



UNDERSTAND



Problem Reporting

 Configurable to support QA processes

 Workflow/role/team based

 Jira integration

 Status based

 Closed loop for “Fixed”

 Priority for monthly CDW

 Voting

 Impact scoring



Problem Reporting



Events



Events



Surveys

 Functionality specific

 Embed prototypes/videos

 Release wide metrics

 Cross-referenced in videos/forums

 Gain a deeper understanding:

 who, what & why…

 Surveys related to user profile

Quantitative & qualitative



In-product sentiment

 External Feedback source/API

 Easily extensible

 In-product add-in

 triggered on clean close

 Configurable

 JSON based

 Supported for reports/metrics



Consistent KPI Trends



Hi Chris,

Over the recent years, I kind of got the sad feeling that Autodesk was going to phase 
out Inventor and replace with Fusion, Plant3D, Revit, etc.

Since last year, Inventor seems to have been re-energized and I noticed more and more 
activities around the Inventor Feedback community, including this webinar event.

Thanks for your efforts in making this happen…

Sincerely,
Don
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Macro 

Webhooks

External Users Macro Listeners

Data Packages

Record Lookups

External 

Feedback

Dynamic Reporting

Impact Scoring

Integrations

User Scoring





PASSION



PASSION:
evoke, invoke, & incite…



ADVOCATE



ACT



TRUST



Image courtesy of the Disney Corporation

“Recipe for Success”

C3PO:
• Customers
• Process
• Platform
• Passion
• On-going

All inclusive…





re.imagine



re.engage

Chris.Mitchell@autodesk.com
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