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WHO WE ARE

Innovatis Group is a full-service customer engagement company, offering clients in-house

} support in general administration, customer advisory council and committees, meeting and
y- events, program and content planning, sponsorship sales, financial management, and
‘2. marketing and communications.

5w

WHERE WE ARE WHAT WE'RE ABOUT

NASHVILLE Topr B TOP Named Top |
CHICAGO WORK [ WORK Workplaces in
2020 2021 Tennessee for 2

WASHINGTON, DC - consecutive years

Tennessean. Tennessean.
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RELEVANCE + ENGAGEMENT = IMPACT
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Innovatis
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IAUG RESEARCH GOALS

Discover:

1. Member sentiment towards the community AR
]

2. Customer sentiment towards OEM (Avaya) R

3. IT Professional perspective on the industry

INTERNATIONAL AVAYA USER GROUP
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MIXED-METHODS RESEARCH APPROACH

1:1 Interviews (IDls) Virtual :
e T & recollective
Type: Qual 4
Method: Zoom Focus Group =
E)am| Ie:.r;=1d5 h . Type: Quant & Qual ’Lfi
burpose. In-depth community Method: Recollective .
attributes, registration, content, ©h=
Sample: n=36

value, engagement, volunteering Purpose: In-depth persona

attributes, goals, needs,

2019 2020 challenges & evolving role 2021
Annual Member Survey Annual Member Survey Annual Member Survey
Type: Quant Type: Quant Type: Quant
Method: Survey Monkey Method: Survey Monkey Method: Survey Monkey
Sample: n=316 Sample: n=325 Sample: n=342
Purpose: Year over year trends, high level Purpose: Year over year trends, high level Purpose: Year over year trends, high level
insights insights insights
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SURVEY RESULTS | A UG ‘ IAUG Membership Overview

INTERNATICHAL AVAYA LUSER GROUP

IMPACT OF LOCAL CHAPTER ATTENDANCE ON THE DATA SAYS...
PERCEIVED VALUE

MEMBERS CURRENTLY USE\

7% Phones & Davi
Ovel"a" Value Of IAUG 88% ones svices : WHILE
(Extremelylverylfairly valuable) 75% Contact Center
oce sorvice D
I 96%6
IAUG Value for Money 79% Unified Communications i MEMBERS ARE INVESTING IN
(Strongly/somewhat agree) 63% Cloud Solutions
D 16% Call Center Software
I 780 Ottar | |
078/’ Unified Communication Infrastructure -10
Avaya Value for Money 71%
(Strongly/somewhat agree) 64% m
949% Unified Communication Software | aJ -13
L
Satisfaction With Avaya 947: Unified Communications Security [REES [ ]

(Extremelylverylfairly satisfied) 89% Custom Application Development m

m Regularly attend Attended a couple Never attended /

(11

There is significant need for

. Th | f the tel i
COMMUNITY IMPACT [ — traditional telecom teams to fhe role of the telecom angineer

‘ ‘ becoming more challenging to ;'J”'i’frs‘tad”cl’ the concapts fo we have already seen this shift.
Pivoted local chapter strategy to not lose value during defend. It is almost worse when il L .We are not the telecom people
COVID-19 we have a good team and a rock cloud solutions avarabie. f Delieve anymore, we are IT professional

solid system. there's confusion in the market working within the
about what ‘cloud’ means, 9 3

Incorporated more cloud content to increase community because it varies greatly by IT departments.
relevance and help members evolve with industry trends provider and platform.
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MEMBER JOURNEY MAPPING

IAUG M

AWARENESS CONSIDERATION

-MBER JOURN

REGISTRATION

ENGAGEMENT

=

INFLUENCE

ENGAGE

Conference =]

Word of @ IAUG.org
Mouth / \

Value Social
Proposition Media
AVAYA &
Industry
Events
IAUG Member,
Chapter
Meetings

IAUG = Staff, Board &
i o0 Leader \/
Social @ ]I

(
ONLINE AS
< AN AFFILIATE
ONLINE AS
A PAID MEMBER

= MEMBERSHIP

RECEIVED FOR
FREE THRU

* Joining an employer’s
paid group member-

ship

* Registering for
ENGAGE

* Winning it at a
Chapter Meeting

) T
S - 4

 Live Webcasts
* ENGAGE
* Chapter Meetings

SARTICIPATE

* Update Profile
* Forums
« Social Media

« Surveys
@EEK INFO
« Visit Website

* On-Demand Webcasts

* Read Blog

* Read Email

« Listen to Podcast

* Purchase ENGAGE
Recordings

(6CY

VOLUNTEER

« Become committee or
council member

« Join the Board

* Become a Leader

* Become a Speaker

« Become an AVAYA
Advocate

CONTENT CREATOR

« Featured in Blog/
Podcast

* Subject Matter Experts

* Heavy Social Influencer

» Leading Issue Tracker

« Forum Moderator
* Partner Engagement

QIAUG

COMMUNITY
IMPACT

- Improved member
experience with
streamlined
registration

Exposed confusion
around membership
experience leading to
new model

Improved

engagement rates for
IAUG comms
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PERSONAS

CLOUD ISN’'T A PRIORITY

Dedicated, Determined. Intelligent, Helpful

GOALS/MOTIVATORS

NAME .
Michael ¥
AGE

61

NAME
Adam

AGE
39

TITLE
Telecommunications
Engineer

RESPONSIBILITIES:

* Works for a company
that prioritizes the
ition to the cloud
ars many hats in the

ever- nging tech
industry
« Works with a variety of
Avaya platforms and
products
Helps support current
Infrastructure and
future strategies
Has a hand In multiple
platforms and solutions
* Seeks efficlent solutions
and Integrations

CLOUD IS A PRIORITY

Determined, Persistent. Responsible, Creative

GOALS/MOTIVATORS

* Learning some

hing new everyday

custo:

g into nev nologies

What motivates me is unifving
the old ‘silo’ model into a more

FEARS/FRUSTRATIONS

» Not having enough time
* Internal and techr | ine

@ My main challenge right now is

The industry is changing from hardware to software,
from on premises to virtual. So 1 worry about not
having all t

to stay Informed

NEEDS/WANTS

en

ant change and challenges
tions to run smoothly

@ We have a very small team, and

we are being asked to

IAUG BENEFITS

e training that I need to keep me current @

sumer

3l meetings

jal events and

.lcan
ask questions of Avaya and hear all the

L seeing
hts from

@D

RATIONS

P Industry
L his role

v in
It and
anaging certificates

va products @

NEEDS/WANTS

r communications and pro

productivity
sist users (or customers) in

dlutions quickly

* Pr.
@ I want people to not know what

I do. So, things just work and
they don't know why-

IAUG BENEFITS

a content consumer

where iU's
d where it's going. That rel
of the pain | experience in stay

Ve

F

COMMUNITY IMPACT

Better understanding of current/future state

of membership

Better tailored community onboarding and

program offerings
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KEY TAKEAWAYS

e Use Quant & Qual to inform one another
* |dentify the "Why?’

* Integrate research into client teams

 Analyze themes & trends from different perspectives

« Earn stakeholder trust and buy-in
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THANK YOU!

Shanna Cleveland

Market Research Manager

Colleen Jamieson

Executive Director

innovatisgroup.com

TOP || TOP
WORK WORK
PLACES PLACES

Aanan b ladelal

2020 2021

Tennessean. Tennessean.
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in simple terms, we
bring people together.
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https://www.linkedin.com/company/innovatisgroup/mycompany/
https://www.instagram.com/innovatisgroup/?hl=en
https://www.facebook.com/innovatisgroup/
https://twitter.com/innovatisgroup?ref_src=twsrc%5Egoogle%7Ctwcamp%5Eserp%7Ctwgr%5Eauthor

