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Liz Polk Lynch
 “Traditional” direct marketing

 Copywriting & graphic design

 Pastry

 Digital marketing

 CX

 General management

 Digital commerce

 Large company, small company, my company, small company, small company, small company, large company, 

large company

Autodesk
A global leader in 3D design, engineering, and entertainment software, Autodesk helps people imagine, design, and 

create a better world. Autodesk accelerates better design through an unparalleled depth of experience and a broad 

portfolio of software to give customers the power to solve their design, business, and environmental challenges. In 

addition to designers, architects, engineers, and media and entertainment professionals, Autodesk helps students, 

educators, and casual creators unlock their creative ideas through user-friendly applications.

Autodesk & Me



Create deep insights through information 

optimization and utilization



n. Facts provided or learned about something or someone.  

A vital piece of information
Synonyms:  details, particulars, facts, figures, statistics, data

What is Information?

n. What is conveyed or represented by a particular 

arrangement or sequence of things.

What about Net Promoter Score?

NPS is a customer satisfaction indicator, not a way to create deep insights. 



% Promoters - % Detractors = Net Promoter Score

A word about NPS

Detractors Neutral Promoter

s



Distribute & Act

Listen

Respond 
to 

Customers

VOC Cycle



 On-site surveys

 Chat transcripts

 Chat surveys

 Phone transcripts

 Reviews

 Support site/Knowledge Network activity

 Customer interviews

 Customer visits

 Usability

Collecting Listening



So many questions…



“We have several means by which we are collecting customer feedback (Usability for 

site/email feedback, salesforce cases for customer service inquiries, voice of customer 

surveys, etc). In it is a lot of raw text describing concerns and compliments, but without 

dedicated people to review, identify, categorize and prioritize the patterns in the data, I'm 

concerned we're not recognizing issues/opportunities fast enough.”

Mining…or foraging

There is no substitute for reading, thinking, and 

connecting.





Solving problems

If customers are contacting                                                                

you, they usually have a                                                                   

problem.  

“I received a call from digital river informing me that Autodesk had told them to issue me a full 

refund and the Rivet Lite suite was mine to use for free.

This was an unexpected surprise for me and it shows how much Autodesk values me as a 

customer.

Your pal and lifelong Autodesk user….”

Fix it first.  If you can’t, explain why.  But always follow up. 



Different groups get different types, 

degrees, and bits of information.  Use 

whatever you can to share that 

information as broadly as possible.

 Dashboards

 Decks/Presentations

 Sharing data sets

 And….

Connecting internally



Selling your ideas is easier if 

your customers are doing the 

talking.

Getting attention

Do you still sell standalone license 

for AutoCAD LT for Windows? 

Does your Revit LT Suite include 

AutoCAD LT?

“I am not looking for higher performance or complex functionality.

I would like to stress stability and predictability are the most important thing to 

me.”

- Mr. Ezawa, Alpha Design

“I keep the company small so 

I can enjoy what I like to do:  

lead my clients.”



 Localizing a key product into a new language

Where can this take you?

 Opening ecommerce in a new market

 Adjusting marketing messages to explain that a specific 

product was indeed part of a suite.

 Creation of a new group to focus on an emerging set of 

customers.



Questions?


