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CHALLENGE
Autodesk empowers developers and businesses to 
create innovative, customized applications and ser-
vices through Autodesk Platform Services (formerly 
Forge), a cloud-based developer platform. An open 
source strategy compelled Autodesk to implement 
Continuous Delivery (CD) practices since several 
challenges often occur during software delivery. 

The challenges that were experienced by over 
12,000 developers a day and over 600,000 Jenkins 
builds per month included:

• OPERATIONAL INEFFICIENCIES: Any issues in 
the development or release workflow require 
updates and communications across many tools, 
resulting in inefficient and delayed resolutions. 

• CUSTOMER EXPECTATIONS: Customers 
experiencing incidents or issues often expect 
requests to be triaged and fixed ASAP. 

• COMPLEX DEVELOPMENT PROCESSES: 
Software products are intricate and extensive, 
involving multiple teams, technologies, and in-
terdependent components, leading to lengthy 
development cycles, and slowing the release of 
new features and updates.

• FEEDBACK IS SCARCE: Customer feedback is 
far removed and without a solution to quickly 
provide context for platform incidents and 
issues, developers can’t adapt the platform to 
evolving needs and industry trends. 

• COMPETITIVE LANDSCAPE: Time to market/
release is critical, requiring the ability to 
accelerate software development and delivery 
to maintain a leading edge.

These challenges led to many feature-oriented 
development queries and issues that either went 
unanswered or subject to significant delay. Support 
and engineering had to wait and check for updates 
and monitor all communication channels for 
platform issues 24/7 worldwide. This setup meant 
the load was unmanageable during outages or 
maintenance. The amount of time that was spent 
on triaging was costly and time-consuming. 

Everything was manual, there were no processes 
in place so more time was being spent on triaging 
than developing the solutions to fix the root cause. 
These challenges frustrated developers already 
integrating new technologies, processes, and ways 
of working. All of this resulted in production release 
delays and—most importantly—a lack of trust 
between the engineering and support teams.
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SOLUTION
Several macro and micro industry trends influenced 
Autodesk’s decision to introduce Developer Relations 
within Autodesk. Developer Relations asks how we 
can empower developers by reducing the over-
head in development workflows, the risk in deliv-
ering, and the operation overhead in supporting 
platform solutions. 

1. AUTOMATION FIRST: The widespread 
adoption of DevOps practices in the industry 
demonstrated the benefits of close collabo-
ration between development and operations 
teams. Continuous Delivery, a key aspect of 
DevOps, promised to automate and optimize 
software delivery processes.

2. OPEN SOURCE PROLIFERATION: The software 
community’s increasing reliance on open source 
technologies allowed Autodesk to leverage 
existing tools and frameworks, enabling faster 
development and fostering collaboration with 
the open source community.

3. EMERGING AND CLOUD-NATIVE 
TECHNOLOGIES: The rise of AI and cloud 
native technologies emphasized the need 
for flexible and scalable software delivery 
methods. Continuous Delivery aligned well 
with these modern development paradigms 
and approaches.

RESULTS
After onboarding the Autodesk DevRel Automation 
Platform the following results were reported:

• Increased Developer Trust

• Improved Productivity

IMPROVED PRODUCTIVITY 

We provided a Developer Relations Platform to 
streamline DevRel support processes, maximize 
product team productivity, and ensure engineering 
excellence. Autodesk DevRel Automation Platform is 
a distributed system implemented in a microservice 
architecture. The platform provides developers 
with self-help features, including:

• Slack-Jira Integration

• Self-Help service powered AI Bot

• Analytics 

SOLUTION 
OVERVIEW
The platform features are customizable, allowing 
teams to create highly specific and effective auto-
mation for all delivery needs. Autodesk platform 
teams used this for their delivery needs across 
Spinnaker, Jenkins, and other open-source software 
delivery tooling.

FEATURE DESCRIPTION

Slack UI Highly customized Slack UI with Slack forms, interactive components

Slack-Jira Integration Bridge Slack and Jira with creating Jira issue on Slack message, comments syncing, status 
update notification

Load Balancing/Automated Ticket 
Assignment Distribute customer request to on-call engineers on pre-defined policies

Emoji Workflow Interact with Jira issue by emojis

CSAT Collection Collect feedback from customer

Analytics Dashboard Dashboard with visualizations on data collected from support process

Reporting Scheduled reports

Self-Help AI Service Self-service powered by NLP



DESIGN

The solution is designed and implemented as a distributed system in microservices to ensure the scalability, 
flexibility, and capability of handling various integration requirements. 

INTEGRATION 

Seamless integration between 
Slack and Jira allows devel-
opers to issue their requests, 
collecting relevant incident 
details and input at the time 
of the request. Developers 
provide all necessary in-
formation without manual 
intervention from a support 
engineer. All updates and 
notifications are provided 
through Slack, and now, de-
velopers can provide ratings 
and feedback that support 
engineers who can then log 
and analyze the feedback 
for future improvement. 



As soon as any query 
comes in through a Slack 
query issue, a Jira incident 
is created. It’s automatically 
assigned to the dedicated 
support Engineer globally 
via load balancer. 

As soon as the DevRel Engi-
neer resolves the issue, the 

originator of the issue has 
an opportunity to accept 
the resolution. When the 

resolution is accepted, the 
ticket status gets updated 

to Closed in Jira. 



We collect our ratings, and 
feedback is welcome. If the 
resolution is not accepted 
the Jira incident immediately 
gets reverted to the in- prog-
ress state and gets reassigned 
to the DevRel engineer to 
take a further look. 

The solution is fully 
customizable. Meaning 

platform teams can spec-
ify the details developers 

can enter based on 
their technology. The 

Continuous Integration/
Continuous Delivery 
(CI/CD) team can ask 

developers for details 
related to Jenkins-related 

incidents, accelerating 
the time to resolution. 

NATURAL LANGUAGE 



PROCESSING AND AI 

We extended the capabilities of the platform by 
launching a Self-Help AI Bot. An AI bot that taps into 
all content management spaces and those content 
management spaces can be anything from platform 
documentation. Users are able to receive immediate 
answers and prioritize any queries they have with-
out the need for manual intervention.

We used natural language processing to serve 
knowledge-based articles for resolving issues of a 
similar nature. Reusing support engineering reso-
lutions effectively reduces the amount of repeated 
work. All developers in the ecosystem can learn 
from one another. 

All developers in the 
ecosystem can learn from 
one another.



ANALYTICS & REPORTING 

We created functionality to generate dashboards and reporting based on relevant organizational filters 
and specifications. Every team is given the necessary credentials to generate relevant reports on ticket 
resolutions and solutions.



IMPACT

The largest challenge in building solutions for 
better software delivery is maintaining and building 
customer trust. Once a customer’s mind is made 
up, it’s extremely hard to convince them of other 
solutions to resolve their problem. We built a 
DevRel Automation Platform to boost developer 
productivity, experience, and trust—this then led 
us to greater customer satisfaction. Today, we 
have an average Customer Satisfaction Score 
(CSAT) of 4.8 across delivery partners for CI/CD, Git, 
and Observability.

By creating a repeatable and sustainable frame-
work for software delivery, we improved the mean 
time to restore, lead time for changes, incident 
resolution time, code and test review turnaround 
time, and number of platform feature releases. 
This resulted in greater trust within Autodesk and 
improved customer satisfaction. 

CONCLUSION 
Our Autodesk DevRel Automation Platform 
explores new ways of integrating open source 
knowledge with Continuous Delivery practices 
that promote productivity and developer trust. 
The streamlined development process and 

enhanced collaboration have sparked interest in 
exploring new market segments and diversifying 
feature offerings. Developers have many workflows 
that involve tools that could benefit from automation 
and integration, such as ServiceNow, PagerDuty, 
Salesforce, etc., and other commonly utilized 
delivery technologies. Security, compliance, and 
cost savings are also at the forefront of Continuous 
Delivery, and we look forward to integrating 
practices that build these values into our delivery. 

We built a DevRel 
Automation Platform 

to boost developer 
productivity, experience, 

and trust—this then led 
us to greater customer 

satisfaction.
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