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Chapter 1



Structure of remarks

• Claims and observations

• Psychological considerations

• Plumbing problems and Sludge

• Using Behavioural Insights



Everyone is in the Business of Changing 
Behaviour…

COMPLIANCE
SWITCHING / 

PURCHASING

CONSUMPTION ACCELERATION



Econs!



•

Humans!



Design for Humans, not for Econs



A behaviourally informed organization

• Understands that its external and internal stakeholders are 
humans, and not econs

• Knows what it means to be human

• Designs for humans

• Is evidence driven (and knows that mere data ≠ evidence)

• Believes in the test – learn – adapt approach

• Reduces sludge / tried to be human compliant



•





•

What does it mean to be human?



The Four – “ition”s

Motivation Cognition

Perception Emotion



Context Procrastination     Inertia











Three segments in Behaviour Change!

Motivated 

Enthusiasts

Diehard

Opponents

Naïve 

Intenders

“Done”                         “No way”             Yes, I’ll do it tomorrow”

Source: Soman and Ly (2018), The Growing Market for Self-Control



The Behaviour 
Change Puzzle

Source: Soman (2015), The Last Mile





Behaviour 
Change as 
a Plumbing 
Problem

Source: Soman (2015), The Last Mile



Sludge

FACILITATE 

DECISION

IMPEDE DECISIONS

Increase Citizen

Welfare

Much of what is covered in Thaler

and Sunstein’s book!

Decision Points, inserting an 

epsilon cost during consumption 

to prompt vigilance. Cooling off 

periods

Decrease Citizen 

Welfare

Defaulting consumers into high 

price options, or into products 

that they do not need or value

Making it difficult to cancel 

subscriptions, to return products, 

to change privacy settings

With no particular 

intent

Legacy defaults or legacy 

regulations that “endow” people 

with products or services

Legacy processes that now do 

not reflect how people act (e.g., 

paper disclosures)



Behavioural Scientist as  Strategist

(overall organizational operations)

Behavioural Scientist as  Designer

(policy and program design)

Behavioural Scientist as  Problem Solver

(last mile challenges)

Behavioural Scientist as  Auditor

(proactive problem identification)

The Roles of BI

Source: Feng at al. (2018)







The Three Legged Stool for Success

Behavioural science (and understanding of human psychology) 

& empathy. Behavioural engineering (choice architecture and 

the approaches Data & empirical science (analytics, 

experimental design, and ability to analyze and interpret 

experiments).

An organizational structure and processes that allow for quick 

feedback loops to be incorporated, and for the organization to be 

able to change course so that a test-learn-adapt strategy can be 

put in place. 

A mindset that data (rather than theory or a pre-committed 

course of action) drive decision making in the organization. This 

mindset calls for an empathic mindset at the intersection of BI and 

design thinking, and a relentless desire to test using experiments 

through RCT’s or other methodologies.

EXPERTISE

AGILITY

EMPIRICISM



1. Investing in hard and soft infrastructure 

2. Appropriate problem selection 

3. Building whatworks databases 

4. Ethics in experimentation 

5. Reframing failure and Incentivizing Experimentation 

How Do I Reduce the Costs of 
Experimentation?



Taking Interventions to the Field: Four 
Challenges

• The nature of evidence in behavioural science is different

• Solution mindedness

• Over-reliance on frameworks like EAST and SIMPLER

• Many organizations operate in silos of capability



In sum
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