_ NN
Granicus Digital Engagement

SUMMIT

2018

ELEANOR HEATHER

Senior Behavioural Strategist,
Ogilvy Consulting

#GranicusSummitUK



INSIGHTS FROM
BEHAVIOURAL SCIENCE:
WHAT CAN WE LEARN
FROM APPLIED
PSYCHOLOGY?
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AN INTRODUCTION TO
BEHAVIOURAL
SCIENCE



Until recently, we’ve viewed the world through
broken binoculars.

TRADITIONAL MARKET
RESEARCH:

“Humans can make
hypothetical decisions”

NEOCLASSICAL
ECONOMICS:

“Humans are always
rational!”




NEOCLASSICAL ECONOMICS

Give them the information.
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NEOCLASSICAL ECONOMICS BEHAVIOURAL SCIENCE

TAKE YOUR
LITTER
HOME

1S ILLEGAL

Wl OTHER PEOPLE
| DO

Give them the information. Give them the right information.
Ogilvy



MARKET RESEARCH
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Per Person

They said it was too expensive!
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MARKET RESEARCH BEHAVIOURAL SCIENCE
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Per Person

Per Person

Regular Price Discounted Price

They said it was too expensive! Value - it’s all relative.
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HOW OUR BRAINS
REALLY WORK




Two decision making processes

SYSTEM 1 SYSTEM 2

AUTOMATIC REFLECTIVE
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Two decision making processes

SYSTEM 1

Fast
Uncontrolled
Effortless
Emotional
Unconscious

AUTOMATIC

SYSTEM 2

REFLECTIVE
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Two decision making processes

SYSTEM 1 SYSTEM 2

Slow
Controlled
Effortful
Deductive
Self<aware

AUTOMATIC REFLECTIVE
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1.0SS aversion

We feel losses more
than commensurate

gains.
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Loss aversion =

We feel losses more
than commensurate

gains.
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WHAT DOES THIS
MEAN FOR

(DIGITAL)
COMMUNICATIONS?




TODAY -

5 ways Iin which behavioural science
can help create impactful
communications.
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Design
communications.

Odilvy



ﬁ/\ (.Il. South West London

the Money Law Centres
Advice Service

INCREASING ENGAGEMENT WITH DEBT ADVICE
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The debt advice CRM journey

90000

| |

ENCOURAGE OVER-INDEBTED TO SEEK SUPPORT THEM THROUGH THEIR
DEBT ADVICE JOURNEY OUT OF DEBT

Odilvy



The debt advice CRM journey

4= = ATTRACT "™ ™ ENGAGE ™ =—

SUPPORT THEM THROUGH THEIR
JOURNEY OUT OF DEBT
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Dlagnose barriers.
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COM-B - a behavioural model to guide diagnosis
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COM-B - a behavioural model to guide diagnosis

(Michie et al. 2011)
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COM-B - a behavioural model to guide diagnosis

CAPABILITY \

MOTIVATION
OPPORTUNITY

(Michie et al. 2011)

Odilvy



COM-B - a behavioural model to guide diagnosis
Phy3|CaI
/ \
Psychological
Automatlc
MOTIVATION =
Reflective
(Michie et al. 2011)
Physical /
\ OPPORTUNITY

Somal
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- " How can we get more over indebted

= 5;"'""""' individuals to turn up to scheduled
CF \E'E

debt advice appointments?

Existing email and
supporting
materials

Odilvy



Diagnosing the barriers

CAPABILITY MOTIVATION OPPORTUNITY

Awareness: Perceived effort: Choice architecture:
Don’t know they will be Huge amount of Emails not cognitively
receiving an email information to collect easy to process

Odilvy



Our behaviour is heavily influenced by our
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4 things to consider when designing comms




4 things to consider when designing comms

Time?




4 things to consider when designing comms

Time? Medium?
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4 things to consider when designing comms

Time? Medium ? Mindset?
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4 things to consider when designing comms

Time? Medium? Mindset? Competing demands?
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The context of the SWLLC clients’

Time? Medium? Mindset? Competing demands?

Advisors

timescale,
not eclients’




The context of the SWLLC clients’

Time? Medium? Mindset? Competing demands?

Advisors’ PDF

timescale, @attachment
not elients’@ not usetul




The context of the SWLLC clients’

Time? Medium? Mindset? Competing demands?

PDF

attachmentB Stressed!
not useftul

Advisors

timescale,
not eclients’




The context of the SWLLC clients’

Time? Medium? Mindset? Competing demands?

PDF

attachmentB Stressed!
not useftul

Advisors Emails,

texts, social
media

timescale,
not eclients’
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Designing communications

V‘j

P

Odilvy



A behavioural framework to guide ideation

Odilvy



A behavioural framework to guide ideation
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We are heavily influenced by who, or what,
communicates information.
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We are heavily influenced by who, or what,
communicates information.
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S ALIENCE

Our attention is drawn to
what is novel and seems
relevant to us.
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S ALIENCE

Our attention is drawn to
what is novel and seems
relevant to us.
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We seek to be consistent O
with our public promises pp m
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and reciprocate acts.
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WHAT DOES THIS MEAN
FOR (DIGITAL)
COMMUNICATIONS?
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SEARCH

‘Money Advice Service
behavioural science’
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Eleanor Heather -
eleanor.heather@ogilvy.com
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