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Where behavioural
design started

Behavioural design built its momentum in Policy. The UK Government established the
Nudge Unit in 2010 and they have been leading the industry ever since. The Nudge
Unit, now named The Behavioural Insights Team, applies behavioural science to policy
intervention and public services with great success. Other countries quickly followed
suit, including the US, Australia, Canada, Netherlands, and Germany. And international
institutions such as the World Bank, UN agencies, OECD, and EU.

There are a lot of documented examples of behavioural insights improving policy.
Including:
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Projects by The Behavioural Insights Unit

Behavioural design
INn action

How did the NHS get 100,000+ extra organ donors per year?
With the power of behavioural science.

Polls suggest that 9 out of 10 people support organ donation, but fewer than 1in 3
people are registered. People want to, but they don’t. By a big margin.

GOV.UK

Home

Service

Thank you.

Please join the NHS Organ Donor Register.

or find out more

Recreation of the NHS Organ Donor webpage tested by GOV.UK team and BIT

The Behavioural Insights Unit adapted and tested one webpage on GOV.UK. One that
encouraged people to join the NHS Organ Donor List. They tested different tactics to
determine which would have the biggest effect. Behavioural tactics aren’t universal.
Their success depends on the people targeted, use and context.

The behaviour tactics applied:

Control Reciprocity
Added: Added: Added:
Three people die You could save or If you needed an
every day because transform up to 9 lives  organ transplant,
there are not enough as an organ donor. would you have one?
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Commitment

Picture Superiority Authority
Added: Added: Added: Added:
Every day thousands Every day thousands Every day thousands If you support organ
of people who see of people who see of people who see donation, please
this page decide to this page decide to this page decide to turn your action into
register. register. register. support.

And this picture:
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Principles and application text used in the A/B tests by BIT

Organ donor registrations increased:

+39%
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Behaviour design
and business

The success in government is being replicated in business. And it’s easy to see why.
Every product, service and business aims to influence someone. Whether that someone
is an employee, customer or beyond. Where you find influence, you find behavioural
science.

Customer behaviour

People aren’t perfect. In fact, they are more irrational than rational. To design a
successful customer experience we need to design with these imperfections in mind.

Behavioural Design can not only provide insight into customer actions and choices, but
it can help embrace people’s imperfections and improve the entire customer
experience. Reducing effort, incentivising positive actions and developing a long-term
relationship through transparency and trust.

Using psychology in design isn’t new. When you look at the creative sector, it’s hard to

ann tha hatinAdarine hatiiiaan it anAd hahavianiral Aacian \WhathAar wiarvkzina in Aiaital



STT UIS UUUIIUGHISS USLWESSH 1L AU USTIAVIVUI Al USSIYIL YVIISUIST WUIRIY 1T uigia
product design, service design, marketing or advertising, a creative aims to change how
someone feels, thinks and acts. A behavioural designer is no different. Still, they explore
the hidden influences as well. How hidden factors change customer behaviour, and the
impact their design choices has on others.

Examples of behavioural science applied to design.

“ Did someone get hurt? Any other items you'd like
to report?
Pledge of Honesty a o
° ® lunderstand that I'm a part of a No, 'm done ﬁ
community of people who trust each L
T Oy other to be honest.
a damaged?
| promise to only claim
what | truly deserve.
MY STUFF ﬁ .
e x
STUFF THAT | BORROW @
CLAIM APPROVED
We reviewed your claim and found it
SOMEONE ELSE'S STUFF / valid. A payment will be sent to you
right away.
Shai{yfininger, 22 Nov 2016
MY LANDLOARD'S PROPERTY/STUFF
$900 4.6 Sec

WIRED FUNDS {ANDLING TIME
OTHER, 'LLEXPLAIN LATER ISWEAR I'LL BE HONEST

Lemonade
Behavioural principles used: Consistency

Lemonade is an insurance app that keeps premiums low by raising people’s honesty. To
make a claim people have to sign an ‘honesty pledge’ at the start. Not at the end of a
claim. This important shift primes people to be more honest. When presented with
choices later on they are more likely to be truthful. This is just one example of
behavioural science by Lemonade to disrupt insurance. Lemonade is built on multiple

principles, from reciprocity to commitment, social confirmation and feedback.
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Heineken

Behavioural principles used: Incentivisation, attention, peer support and social
commitment.

Heineken used a programme of 'nudges, prompts and reminders' to reduce drink
driving, with great success. Over the campaign drink driving reduced by 50% in the UK
and 25% in Brazil. They used signs in various parts of venues encouraging drivers to
stay sober, made alcohol-free drinks more prominent, and provided special menus

aimed at drivers.
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Product: Monzo | Digital Banking
Product: Acorns | Saving app Behaviour Tactic: Uncertainty reduction theory Behaviour Tactic: Friction
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Digital behaviour change

Notable healthtech, fintech and edtech products have a behavioural designer or
behavioural scientist on staff. These products aim to create positive behaviour change.
They build behavioural strategies and tactics into their core function.

Healthcare systems around the world are opening their doors to digital products. The
UK’s National Health Service recently launched The NHS Apps Library. It helps users to
find trusted health and wellbeing apps that have been assessed to be clinically safe and
secure to use. Proof of behaviour change practices and provable behavioural outcomes
are a core part of the assessment criteria. If you are looking to create a healthtech
affiliate product, invest in behaviour design.

Examples of digital behaviour change:

Changing health

Changing Health provides behaviour change programmes for people with Type 2
diabetes. It helps people to lose weight, eat better and move more. It also matches
people with a lifestyle coach who will create a personalised diet and exercise plan.
People lose on average 4.5kg, 5% weight reduced at 12 months and 6.8 mmol/mol
reduction in HbA1c.
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Explore the tips.

Help and support

GET SOME HELP
Need some help or support? :,,:

S Health By Mad*Pow

An artificial intelligence "health coach". The app helps people track diet, exercise, and
weight. Based on that data it motivates users, gives advice and provides feedback on
people's health.

The team at Mad*Pow increased health assessment completion from 30% to 90%
using gamification. After discovering that different countries had different health aims,
they developed geographic-appropriate content to personalise advice based on the
user’s location.
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Business Innovation

We live in unique times. Exponential change and disruption mark the technological age.
Technology changes, people don't. (For the most part). A business needs to pay close
attention to people. Innovation is driven by what people do and what motivates them.
Behavioural science can help us aim high. Especially when it is applied to business
models.

Behaviour first approaches are transforming entire industries.

Subscription e-commerce separates the pain of paying from the enjoyment of
consumption. Leading to a boom in a new industry and brands like Dollar Shave Club,
Blue Apron meal kits, and Stitch Fix personal styling. Uber’s platform boosts people’s
autonomy by giving riders complete control over their journey. Brands shifted social
norms and redefined consumer trust birthing the share economy. Without it, we would
not have Airbnb, Lyft and Zipcar.

Businesses built on principles of behaviour are winning the market.

Many leading brands have or are establishing behaviour teams. With Google, Microsoft,
Walmart, Ogilvy, Clover Health, Ipsos, Swiss Re and Uber all leading the way.

[Behavioural science] allowed us to propose solutions based on
existing scientific insights. We also began supporting new areas in
addition to experimentation: product strategy, program design,
content optimization, and measurement of business impact... Our
work at [Uber] demonstrates the unique value that we provide as
behavioral scientists with a perspective on the product backed by
decades of scientific research.

Priya Kamat and Candice Hogan, Uber.

Read more

The business we're in should be about why people make the

choices they do and what information they need to make different
choices. So it's central to advertising and marketing to understand
the mental mechanisms people use when making a choice. If you



Workplace behaviour

Behavioural science is useful to improve teams and encourage employees.

Teams hold on to old habits. Habits are useful. They help build team effectiveness and
group cohesion, but for teams facing transformation they can stand in the way. Teams
can get stuck. The disruption from mergers and digital transformation can be hard for
teams. It’s important to implement behaviour change practices. A new technological
solution or reshuffle can only go so far. The rest is needed to change the actions and
decisions of people on the ground.

Increasingly, employee happiness and engagement are being explored through a
behavioural lens. Decision making, feedback, communication, workplace habits, goals
and incentivisation all sit under behavioural science. It can be used to shape culture and
transform company behaviour.
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