Retaining Consumers with Auto-Renewal

Recreational Boating and Fishing Foundation Marketing Workshop
December 15, 2017
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Florida at a Glance

= 53,927 square miles of land
= 12,133 square miles of water
= 956,000 freshwater anglers
= 2 397,000 saltwater anglers

= Nearly 800 license agent locations



Florida at a Glance

Managing fish and wildlife resources
for their long-term well-being
and the benefit of people.



Connecting people with opportunities to
experience Florida’s fish and wildlife.
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GoOQOutdoorsFlorida
Customer Engagement and Experience

August
October January October 2016 —
2012 2014 April 2017

November
2013 2014 2016



Recreational Licensing Issuance Services
System ( ) Live
October 2, 2012

GO oUTDOORS

A

Licencias de caza y pesca en |

qg—w

inea

Espanol Site Introduced
July 2013



http://es.gooutdoorsflorida.com/

License Packages Available
January 2014




Fish|Hunt FL Mobile App Introduced
November 2014

Item Valid For

Gold
A Sportsman
Regulations , ' Gulf Reef
Fish Angler

1011317 -101318  $100.00

10/04/17 - 10/04/18

np
Find a Boat Rat Migratory

s .. 09/01/17 -03/31/118
Bird Permit =

Tide Station®

Total $100.00
Seas

ALL SALES FINAL

By use of this license | agree to
comply with all applicable state laws
and rules of the Commission

Order#: Agent ID: 10/02/17
298409 70012 2:00-34 PM
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GET
YOUR
FLORIDA
FISHING
LICEN%E
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FISHING
LICENSE.

Take the baif.

Digital Ad Campaign Kicked Off
July 2016




Fishing & ing Licenses Online

'd Hunting Licenses today,

Enhancements
August 2016 —
April 2017

Most Popular Activities

LogIn/

Create Account




Auto Renew Tool Implemented

October 2015
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Auto-Renew Considerations

Customer convenience
Consistent renewals

Higher retention | less churn
Payment process

Control for customers

Proactive communications




Auto-Renew

= Customers provided
with speedbump during
the purchase process

ltems Available For Auto

License

-Renewal

= Question asked after
entry of payment details

Renew Date

= Confirmation provided




My Current Licenses

Alligator Trapping Agent

$5 Donation to Youth Programs
Freshwater/Saltwater Fishing
$2 Donation to Youth Programs
Management Area Permit

Muzzleloading Season Permit
Turkey Permit

Deer Permit

o
e
i
o
o
o
e
i

All

All

Resident

All

Resident

Resident

Resident

Resident

Auto-Renew — Customer Contro

Manage Auto Renew
Settings

Status




Immediate Results
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Impacts

" Enrollments

= Customer feedback




Evaluating Results

" |nternal reports and monitoring

= Southwick Associates analysis
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Total of all items that auto-renewed

o-renewed togdzy

ard auto-renewed today

#of failures by
days where they 2

Customer oyer past 7

€ on todays failure Jjsy

Failures That Reneweq

51

47
59
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Partnered Analysis — Gender

Auto-Renew Analysis Annual Fishing License Holders



Ethnicity

Asian

Black

Hispanic

Native American

Other

Undisclosed

White

Auto-Renewed

0.70%
1.20%
3.50%
0.10%
1.10%
0.10%

38.40%

Partnered Analysis — Ethnicity
Average Fishing

1.51%
4.73%
3.97%
0.09%
1.90%
0.56%
32.23%



Partnered
Analysis —
Age
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0-17

18-24

B Auto-Renewed

25-34 35-44 45-54 55-64

W Average Annual Fishing License Holders

65+



Partnered Analysis — Overall Impact
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Partnered Analysis — Estimated Lift

®m Without Auto-Renew
= Additional Renewals



Sign-up to Auto-Renew your license!

NEVER
MISS A Improvements

MEMORY

ALWAYS STAY
LICENSED AND BE

READY FOR THE Revised system messages and

NEXT OUTDOOR

b resources throughout process

Would you like to auto renew the licenses listed below?

[tems Available For Auto-Renewal

If you would like to enrall in Auto-Ren eck the confirmation box to
IT you do not want to enroll in Auto-R click the "Mot at this time" button.

License Renew Date
Gold Sportsman 12/01/2018

$2 Donation to Youth Programs

Auto-Renew Confirmation

By checking this box, | acknowledge that my license will be Auto-Renewed when my current
license expires, and all sales are final. Auto-Renew transactions will be billed to the payment

method on file.
] Not At This Time




Conservation Commission

Ongoing Improvements Y

GoOutdoorsFlorida.co

Review email communications

Maintain customer engagement



Insight and Advice

Have support and provide support

Go slow and start small

Keep instructions and verbiage simple, and resources accessible
Develop and maintain detailed reporting

Utilize partnerships and expertise

I\/Iamtam contmued engagement with customers



Questions & Discussion




