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Nomination: 

The Ohio Department of Natural Resources (ODNR) is responsible for ensuring that Ohio’s natural resources are used wisely for current and future generations. A department of incredible diversity, ODNR owns and manages more than 470,000 acres of land including 73 state parks, 20 state forests, 123 state nature preserves, and 96 wildlife areas.  They are tasked with resource management including sustaining renewable resources and protecting non-renewable resources such as threatened and endangered species.  ODNR must also promote recreation by providing leisure services and recreation opportunities for the public at all levels.

In the past, ODNR operated and viewed itself as a product oriented business governed by state bureaucracy and regulation.  They viewed their products as being, wildlife and the natural resources themselves. In the recent past, ODNR began to notice that the leisure business as they had known it seemed to be on the decline. As society evolves, today’s families are pulled in a number of directions with a choice of numerous recreational activities that exclude “the great outdoors.” 

Critical to their welfare, licensing fees are extremely important to support the livelihood of their maintenance operations.  In actuality, approximately 2 million games men support the leisure opportunities for around 11 million people. With hunting and fishing licenses on the decline, ODNR realized that they needed to change the way that they were doing business. So ODNR decided to move from being product focused to being customer focused. 

Their core business philosophy was headed towards a customer relationship management approach.  Being biologists with analytical minds at heart, the Division of Wildlife’s Mike Costello and his team began to explore the benefits of data mining.  Recently they had automated their licensing process with a point of sale system.  Not previously available, suddenly enormous amounts of data could be examined so they felt that they could apply the same technology – data mining – here. 

After evaluating several data mining tools on the market including Oracle and SPSS, Mike’s team chose SAS’ Enterprise Miner(.  According to Costello, Enterprise Miner gave ODNR capabilities beyond traditional mining techniques including allowing them to pull data from any source. Being a 4GL made the product even easier to use giving ODNR a jump-start in getting the program up and running. 

Within 30 days of implementing Enterprise Miner, the system was live. From the first and second years of data collection, they were able to determine a 50% churn rate.  Of all the people that bought fishing/hunting licenses, only half came back.  350,000 customers were lost, but an amazing additional 325,000 were gained.  They quickly learned that their CRM strategy was to devise loyalty strategies to retain current customers. Predictive modeling was done to assess which customers were more likely to lapse. Marketing campaigns such as postcards and ads were created to strengthen customer commitment and bring them “back to the woods.”
As a result of their mining efforts and campaigns, they were able to generate over half a million dollars in direct licensing revenues exclusive of software and campaign costs. Citizens received better customer service via on-line renewals and targeted mailings. At a recent national meeting of State Natural Resources representatives, folks were asked to raise their hands if they were making license profits.  “We were proud to be the only ones that could raise our hands high,” stated Costello.

http://www.ohio.dnr.com 

http://www.ohiodnr.com/wildlife/default.htm 

Executive Summary:

The Ohio Department of Natural Resources (ODNR) is responsible for ensuring that Ohio’s natural resources are used wisely for current and future generations. A department of incredible diversity, ODNR owns and manages more than 470,000 acres of land including 73 state parks, 20 state forests, 123 state nature preserves and 96 wildlife areas. They are tasked with resource management including sustaining renewable resources and protecting non-renewable resources such as threatened and endangered species. ODNR must also promote recreation by providing leisure services and recreation opportunities for the public at all levels. 

Using SAS, Ohio began using the benefits of data mining and customer relationship management to automate their licensing process with a point of sale system. Not previously available, suddenly enormous amounts of data could be examined. From the first and second years of data collection, they were able to determine a 50% churn rate. Of all the people that bough fishing/hunting licenses, only half came back. 350,000 customers were lost, but an amazing additional 325,000 were gained. Ohio learned that CRM would help them devise strategies to retain customers. Using predictive modeling, they assessed which customers were more likely to laspe and they implemented marketing campaigns such as postcards and ads. As a result of their data mining efforts and campaigns, they were able to generate over half a million dollars in direct licensing revenues exclusive of software and campaign costs. 

