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Testing Behavioural

Insights at the 

municipal level



• Understanding human behavior is critical for 

improving public services

• By paying attention to how people actually 

behave in practice, city officials can identify, 

understand, and design more effective 

programs and policies

• Advances in technology mean that city 

administrations can play a more deliberate 

role in accelerating and nurturing innovation
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Context

Source: Behavioural Insights for Cities



• Launched three trials in twelve months:

1. Business Licence renewals

2. Alarm Permit renewals

3. Dog Licence renewals

• A fourth trial (Parking fine payments) is 

awaiting approval
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City of Vancouver



• Aim: Increase on-time business licence renewals

• Intervention: Changing the renewal notice 

• EAST elements: EASY, ATTRACTIVE, SOCIAL – the notice was made 
more action focused with a salient deadline, the option to pay online made 
salient and gain-framed, a social norms message was included (the majority 
of businesses in Vancouver pay online) and the losses associated with not 
renewing on time (i.e. late penalty fee) were moved higher in the notice

• Stage: Finished - the results indicate that the proportion of businesses 
renewing their licences on time was significantly higher with the 
behaviourally informed notice compared to the standard notice with 
renewals rates being 70.9% and 67.5%, respectively. However, the issues 
associated with randomization mean that we do not know whether this 
effect is due to the intervention or the biases associated with randomization 
and as such we can draw no firm conclusions
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Business Licences
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Business Licences
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• Aim: Increase on-time and online alarm permit renewals

• Intervention: Changing the renewal notice

• EAST elements: EASY, ATTRACTIVE, SOCIAL - the notice 
has been made more action focused, the option to pay online 
has been made more salient and gain-framed and a social 
norms message has been included. It also includes a red 
‘renew now’ stamp

• Stage: Finished - the results indicate that the proportion of 
permit holders renewing their permits on time was significantly 
higher with the behaviourally informed notice compared to the 
standard notice with renewals rates being 58.4% and 55.2% 
respectively 
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Alarm Permits
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Alarm permits
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• Aim: Increase on-time and online dog licence
renewals

• EAST elements: EASY, ATTRACTIVE, SOCIAL - the 
adapted notice includes a grain framed message 
(return of lost dogs and fund public services), a red 
‘renew now’ stamp, more action focused, make the 
payment options salient and highlight the losses 
associated with late payment

• Intervention: Changing the renewal notice

• Stage: Launched
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Dog Licences
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Dog Licences
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• Aim: Increase parking fine payments and online 
payments

• Intervention: Changing the reminder notice

• EAST elements: EASY, ATTRACTIVE, SOCIAL -
notice will include a red ‘pay now’ stamp, be 
personalized, have a clear call to action and deadline, 
include a social norms message about paying online, 
and the losses associated with not paying will be 
made salient

• Stage: Awaiting approval for launch
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Parking fines
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Parking fines

Control Group Treatment Group



• Find the right people

• Look for inspiration

• Practice patience

• Discovering barriers to experimentation

• Navigating the move from simple to complex
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Lessons learned and next steps


