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* My point of view has formed from building and
participating in Online Communities over the last
10 years.

« This is an emergent topic. We don’t understand all
of the questions yet, and certainly don’t have all
of the answers.

Metrics are contextual. Your organization’s
culture, strategy and business practices will play
a large role in shaping your definition of
“success”.
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Ask guestions and share information about using Autodesk software in one of our peer-to-peer forums.

Please review and understand the Discussion Group Ground Rules before participating in the forums.
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Metrics Collected: Discussion Groups

Summary Generated: September 4, 2007

— Satisfaction survey

Product Group 2 Overall Breakdown V

Product Group 3
Product Group 4

conducted biannually B Gl Foodhack
— HBX instrumented on site

Product Group 8 Peer Support:
M Bugs:

= =
Community Activity
u a n I a Ive Across all of the groups, Peer Support continues to be the dominant interest category. In AutoCAD 2008,

users continue to struggle with CUI files, while career advice is a prominent topic in CAD Manager. In
Inventor, visitors sound off on their troubles with Service Pack 1. Overall, the community has avoided
major spamming or an increase in personal attacks.

- Month Iy Das h boa rd Total Threads Removed: 7

Total Threads Escalated: 4

] - ® Title blocks and borders
ro u ce u a I a Ive Members debate CAD standards for title blocks. Most responses suggest that you should have

one XRef for each project, as compared to a master company XRef. (Group: CAD Manager)

R 0 Assembly Features and Design View Representations
es u Its How to leverage an assembly containing a number of features in an assembly drawing before
L} machining. Several responses including one from the Inventor QA team. Most recommendations
center around converting the drawing to a weldment. (Group: Product 1)

= = =
- S at I Sfa ct I o n Vette d a g a I n st g\r/:;?:mi;;g;guslglzr?gg#frnme usefulness of eTransmit, which replaced Pack and Go from
previous AutoCAD versions. One veteran community member advises on multiple eTransmit set
Brand Tracker proves . - . 00O
H ig her Loyalty Product 1 Product 2

ups. (Group: Product 1)
Kudos: 1 Kudos:

M Critical Feedback: 2 M Critical Feedback:

— Membership doubled in B i
less than 2 years

Note: Graphs are FPO and do not
reflect actual metrics
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Logged in as Admin Bil Johnston | Profile | Messages (0) | Bookmarks | Log Out Home | Feedback | Tags | Search

Community intended to
create affinity for ADSK
among 3D artists & 2 s s

5 al
communicate. Like any new project, you'll see the site continue to
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With Purchase of Alias, e e

Autodesk 3ds Max chitectural, auto and industrial
Adding fine detals to a scene is often design work in the 2006 Design/Viz
a very ti ing task, but it Show Reel.

] L] ] - tutorial by Larry Neuberger,
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2 Share this page with a friend or
colleague.

question in the community - - -
Started with user research : =

viz 2007 used in Macs nino t 02/09/2007 - 13:37

Of “ROCkStars,, - il - Re: Workstation Manufacturers sspere 02/09/2007 - 13:37
02/09/2007 - 13:13

Date/Time

Re: Why are they still visible?
Re: question s 02/09/2007 - 12:56

Continued with formal
u sab|||ty as |lA, features T TP ———— Autodesk
and design developed
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Metrics Collected: o
— 0 n g o i n g U s a b i I ity Z fl??ED TO NETWORK {950) El:::iENTS {25,290) :ENT TO FRIENDS (lf,ﬁsv)\ /
— HBX instrumented Y || W

— Dashboard
* Membership Signups
* Referrals
+ Activity (posts, comments,
tagging)
Networks (groups, members,
messages)

° T a g C Io u d S Star \ds to beginning of interval): End Date (r
ups | week 0 02{10/200
Results:

— Anecdotal: eased backlash of
acquisition, established
common ground
(Blogosphere / PR)

— Dramatic membership growth
— Participation / Engagement
— Leads (Product Trials)

Note: Graphs are FPO and do not ey s
reflect actual metrics

Statistics by week for 8/20/2006 - 2/10/2007
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Incremental Investments

As we were able to communicate value based on
metrics, we got to do larger projects

Discussion Groups (2003)

— Justified cost by comparing to other marketing
programs

Blogs (2004)

— Compared cost / reach of blogs with that of the
Autodesk.com sites

Community Destinations (2005 - 2006)

— Compared cost vs. failed community attempt in
2000
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Key Findings: Quantifying ROI

Q 15 : What metrics do you use to demonstrate the value (ROI) of

the community back to your management?

This is not an insightful metrics for most communities, but it is essential to understand page views for

Page Views:
ad-driven communities in order to establish CPM rates.

Registrations:
—  Membership of a community, which some tie to “awareness”.
Satisfaction:
Satisfaction with the community as well as with the host organization.
Software companies and communities with a premium (paid) layer can compare this metric with other

Downloads / Trials / Lead Generation:

marketing activities and channels.
Cost displacement or reduction as a by-product of community activity. This could be call deflection for

Cost Savings:
support communities, or R&D benefits for product teams.
This is particularly relevant for non-profits, who generally have a very clearly defined mission. Showing

Content that ties back to “Mission”:
examples of content and activity that support an organization’s mission help justify the return on the
community investment by demonstrating effect.

Direct Revenue:

Perhaps the ultimate metric? Showing direct revenue from a community, and comparing revenue (and

donations) from members and non-members is becoming possible because of better metrics packages

and more careful instrumentation of community sites




For more information o TORUM ONE

For more information, contact me:
Bill Johnston
bjohnston@forumone.com
415.299.9638

See you at the Community 2.0 conference!




