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Principles of Behavioral Economics

e Choice/Cognitive Overload __
- Psychology of Scarcity g
e Ostrich Effect Ao
“,L * Negative ldentity Priming
§ « Procrastination
* Prospective Memory
% * Status Quo Bias

" « Present Bias

# » Social Norms & Social Proof
* Procedural Justice




Choice/Cognitive Overload

* When there are too many choices, people can become overwhelmed
and chose poorly or make no choice at all ——

= * \When conditions overburden a person’s cognitive resources, their
‘ mental processes and decision making quality, satisfaction, etc., may [ &
decline




Ways to Address Negative Behaviors

Choice/Cognitive Overload

e Simplify!

e Break down complex information into steps
o e Use plain language
&8~ * Communicate only what’s needed

Examples:
e Use prompts to help customer make a payment plan

 Marketing the opportunity to do an order modification to recently unemployed
NCPs

e Encouraging engagement with the office to talk through the process
e Pre-populated forms
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Simplify information! 


Psychology of Scarcity

~__ * Resource scarcity (e.g., money, time) creates its own mindset, changing >
~ how people look at problems and make decisions -

€




Ways to address Negative Behaviors

Psychology of Scarcity

 |nvite parents to participate in programs at the start of the month or after tax
refunds, when they are under less financial strain —

?‘“ e Ease access to programs and services
e Eliminate program restrictions, requirements

Examples:
e Text and email message reminders

e Cutting down language in establishment letters to only what’s necessary to get
the process started

e Calling recently unemployed NCP’s to invite them to do order modification




Ostrich Effect

~ * When people avoid what they think will be bad news




Ways to Address Negative Behaviors

| Ostrich Effect
"~ * Frame messages in more friendly terms
* Emphasize where the agency can offer help

Examples:
5, uPrOtect your rightS”
S « Personalizing messages

8 * Avoiding language that could be perceived as threatening




Negative |dentity Priming

B - When communlcatlon conveys the agency views the customer ™
negatively (e.g., “deadbeat”) —




Ways to address Negative Behaviors

| Negative ldentity Priming
e« Stress that the process is designed to help both parents

| e Appeal to the person’s sense of justice and opportunity to have their
& say

e Affirmation exercises

b & Examples:

f « “Interested in fining work? We can help.”




Procrastination

Procrastination s

"ihg e Putting off action until a later time, sometimes failing to do it at all




Ways to Address Negative Behaviors

Procrastination

e, Set a deadline by which parents have to respond to your
S~ communication, even if they will not necessarily suffer negative

s conseqguences for missing it B
e Create a sense of scarcity

g% Examples:

B < “Your child support order is due in 3 days. Make sure you pay on time
to avoid penalties.”




Prospective Memory

- Remembermg to perform a planned T mtentlon at the

approprlate time




Ways to Address Negative Behavior

Prospective' Memory

* Create reminders, and experiment with the timing of reminders to keep
. them close to the time when the customer should complete the action

-

B ° Remove memory task R
e Use deadlines

e Examples:
SS © Help customers make a payment plan

= . Changing processes so that key steps can be completed at the most reliable
touchpoint

| » Providing tangible objects to cue action (e.g., wallet card, magnet)




Status Quo Bias

< allh 22 2 g . v ha j -z
- For better or worse, people tend to go along W|th the status quo or an

implicit “recommendation”




Ways to Address Negative Behavior

~ Status Qud Bias

e, Change the status quo to something that is more likely to be in the best
e~ interest of the customer.

p—

B Examples:

 When scheduling appointments, give the parents an opportunity to
reschedule

& » Converting an “opt in” to an “opt out”, or vice versa, to guide a
decision




Present Bias

.y Welghlng present concerns more than future ones. We make plans to do -
unpleasant tasks “tomorrow”- and make the same choice when -~

e “tomorrow” becomes “today”




Ways to Address Negative Behavior

?fi‘i.__ Present Bias
‘ * Reframe message, making it more salient
= & ° Emphasize what’s in it for them- right now

e Example:
A e “Come into the office to avoid a $45 service fee”




Social Norms & Social Proof

L~ =

?fi‘i-.__ e People often take their behavioral cues from social norms- the | 9
perceived behavior of others —

e * Social proof is descriptive, accurate information about how peers
behave in a similar situation -




Way to Address Negative Behavior

Social Norrhs & Social Proof -
e, ° Change what norm is observed in the situation
R

peers
Examples:
) e Testimonials from parents engaging with the program

8 « “Parents have saved hundreds of dollars by applying for an order
@8 modification”




Why BICS?

e Child support is familiar with process improvement initiatives like
business process reengineering.

* Add behavioral science and psychology to the mix.
 AND add randomized control trials, the “gold standard in evaluation.”
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Presentation Notes
Much in common with familiar process improvement initiatives like business process reengineering and continuous quality improvement. 



BICS Goals

e Use behavioral insights to develop interventions that may improve the child support system
e Use rigorous evaluation methods (RCT’s) to evaluate short-term impacts

e Encourage rapid cycle tests that may lead to further improvements in child support system
e Develop learning community and network among 8 BICS grantees

e Enable state child support agencies and staff to obtain skills to use the BICS process and conduct
rigorous tests of future interventions

e Support state child support agencies in scaling up or replicating successful behaviorally driven
interventions

e Provide the broader child support community with information from BICS



i Copyright 2005 digital-topo-maps. com

BICS Grantees
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California Department of Child Support Services
Sacramento County and San Joaquin County
Dedicated Daddies Make a Difference

Colorado Department of Human Services
Denver County, Garfield County, Pitkin County, and Rio Blanco County 
How to Help a Partial Payer Pay: Using Behavioral Economics to Increase Payments to Colorado Kids

Office of the Attorney General for District of Columbia Child Support Service Division
D.C. Behavioral Intervention Project

Georgia Department of Human Services
Fulton County, DeKalb County, Macon-Bibb County, and Peach County
Behavioral Interventions in Early Engagement for Georgia Child Support Services

Ohio Office of Child Support
Franklin County and Cuyahoga County
Understanding Perspectives - Behavioral Interventions in Child Support

Texas Office of Attorney General
San Antonio, Dallas, El Paso, Abilene and Paris
Texas Start Smart

Vermont Agency of Human Services
Behavioral Interventions for Child Support Services - Improving Performance and Customer Experience through Choice Architecture

Washington State Division of Child Support
King County, Thurston County, and Whatcom County
Behavioral Interventions for Child Support Services

Evaluation Grantee: 
Washington State Division of Child Support
Evaluation of Behavioral Interventions for Child Support Services



BICS Timeline

 TAE Team leads define and diagnosis phase through summer 2015

e First interventions determined with final research design in the
fall/winter 2015

e |nitial tests launch in winter of 2015

* Pilots evaluated and refined based on initial evaluation findings, and
then again piloted.

e FY18/FY19 focus on making state-wide or large-scale improvements
based on findings.



Share findings from the rigorous evaluations.

e State-specific reports incorporating impact, implementation and
benefit-cost analysis.

e Cross-site report incorporating trends and general findings from all 8
states.

e Reports may be published as soon as 2016.


Presenter
Presentation Notes
While every child support program is unique, we expect to have valuable lessons from the BICS tests that will inform the field and ultimately increase child support payments to children and families.


Snapshot of BICS Phase 1

e Letter/print communications
e California
* Georgia
e Ohio

e Texting/Phone Outreach

* Washington
e District of Columbia

* In-person Meetings
* Vermont
* Texas
e Colorado



Why Print Communitcations?
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Used in a variety of child support contexts to notify, explain, and remind parents of

critical information

Inexpensive with high potential for replicability state-wide

Many follow similar, yet potentially suboptimal formats
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Presentation Notes
Mailings (namely, letters) are used in a variety of child support contexts to notify, explain, and remind noncustodial and custodial parents of critical information

Inexpensive with high potential for replicability state-wide

Many communications from child support offices follow similar, yet potentially suboptimal formats, from the perspective of behavioral science (show a variety of examples on screen)

Mailings will likely remain a prime mechanism to communicate, thus it is a significant area of focus within the behavioral science field



Georgla Intervention at a Glance

[Name], have a say in the child support process.

Letter Magnet

Mormal, have a say in the child support process. Remembier
your priority
appointment!

Notify parent of

appointment

The Georgia Division of Child Support received an application for child supportand you are named as the
parent of [Child Name]

To protectyour rights, the law requires that we work with you to confirm that you are [Child Mame]

If you are the father, we will also discuss the amount of your child support order during this appointment.

WHAT DO TO NEXT:

1.Check the appointment date.
= March, 3 at 09:00am.

Need to reschedule? Call us: 1-844-634-2347.

2.Gather these documents.
=Your 2 most recent paystubs
= 2014 or 2015 tax returns
= Other child supportorders
= Proof of Social security payments to [child's name]
= Photo 1D

Don‘t have these documents? You should still attend!
3.Meet with your case worker in our Dekalb office.

4619 Sheraton Drive, Suite 100, Macon, GA 31210
The Macon DCSS Office is located off 1-20.

Accessible by:
& Exit 169 on I-75

ﬂ Across from the Springhill Suites.

(o Don’t lose $47.50 by doing nothing

If you do not attend the priority appointment:

= The law requires thatwe serve you with a legal summons Mot working full time?

and you may have to pay a 547.50 fee. We can work with you.
Please turn the page.

= Decisions about whether you are the father and how much

you will have to pay in child support will move forward -)

without your input.

Take action now and avoid frustration later!




Georgla Intervention at a Glance

Letter Magnet

Remember
your priority

Reminder Notice

appointment!

Re mem ber Your appointment is on
your priority at
appointment! = .. o e e x

WED THURS FRI SAT

Provide salient [ 2] [=1] [s] [=] [s

| you need to bring is:

° Your 2 most recent paystubs 2 8 9 10 11 12 13
° 2014 or 2015 tax returns

plan-making
prOmpt o Other child support orders i 5 16 17 18 19 20

o Social security payments
21 22 23 24 25 26 27
o Photo ID

Don’t have these documents? 28 29 30 31
You should still attend!

Need to reschedule? Call us at 1-844-694-2347 | 4619 Sheraton Drive, Suite #100, Macon, GA 31210.




Georgla Intervention at a Glance

support process

YOUR PRI ORITY Make sure decisions aren’t
CH I LD s U P Po RT made without you

Protect your rights

AP POI NTM E NT Avoid paying a $47.50 fee

DON’T Mlss Have vour say in the child Reminder Notice

Need to reschedule?

Your

Appointment DATE: Call us at
PP 1(844) 694-2347

Gather your documents. Attend your appointment.
O Your 2 most recent paystubs We are located at:
O 2014 or 2015 tax returns 4619 Sheraton Dr Suite 100 " I
O Other child support orders Macon, GA 31210 PrOVIde rem I nder
O Social security payments Exit 169 175
O A photo ID I Te2 on

Across from the Springhill Suites

Don'’t have these documents?
You should still attend!

We can help you with more than just child support.

Help finding a job Assistance with financial

We help parents find jobs through hardShlp

our employment program. Georgia may reduce your child support
order amount if you are facing financial
hardship, under specific circumstances.
Ask your case worker if you qualify.




Georgla Intervention at a Glance

e Developing a behavioral science-informed meeting
e [nstituting guidelines for staff members
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Developing a behavioral science-informed meeting
Case workers are being given new training in how to conduct the meeting where child support orders are established. They are learning a behavioral science-informed script to respond to questions and procedural justice techniques designed to involve clients in a manner that both is and feels fair. Staff members will be trained to follow guidelines intended to help parents feel that they were treated with dignity and respect and had a chance to be heard, understood the order-establishment process, and that the decision-making process was neutral and unbiased.
 
�Instituting guidelines for staff members
Some parents who owe child support and who are not working full time are eligible for “low-income deviations,” which would reduce the amounts of their monthly payments. Low-income parents do not use this option as often as they are eligible for it, partly because both they and agency staff members are unaware of it. The intervention is providing added training to teach case workers about the low-income deviation policy, and is instituting guidelines so that they can initiate a request for the deviation if the parent qualifies. Even if eligible parents forget about the deviation or do not realize they can receive it, this change in the system aims to ensure they will still be granted one.



Texting/Phone Outreach

e Change first contact with child support system - friendly and helpful
rather than adversarial

* Improve perception of the child support system

e Obtain information to avoid negative outcomes (e.g. reduce sanctions
against CP) and increase chances of successful outcomes (e.g. higher
NCP payment rates)

* Improve communication while continuing to meet federally-mandated
timeframes!




Washington

Phone Call

|
d5h

BICS Call Che

| Clarify DCS’s Role (emphasize ney

to be fair and make sure you hav

Understanding NCP circumstance
circumstances into account whetr]

Importance of sighing for documsd

Relationship/ongoing dialogue: Y

time if you have any questions.

March 29, 2016

READ THIS FIRST.

Hello David:

| want to work with you to make sure your child support amount is correct and
fair. Act Now!

| am sending you these documents because you have been named parent of
[CHILD1, CHILD2, CHILD3] on a child support case.

* Your proposed child support amount is $XXX/month
* This amount is based on your monthly income of $X,XXX.

Take the next 3 steps:

1. 2. 3.
Look at your proposed child Review pages 2-3 to make Call your DCS case worker.
support amount: sure the information we 1-800-442-KIDS
SXXX/month. used is correct. *Help me take your life circumstances

into account and talk about the next
steps in the process. You can also
dispute your proposed order amount.

*This is the amount you will be
required to pay each month if you do
not respond. Does this look correct?

*This includes income, health care,
daycare, and some other expenses.

It’s easy to reach me directly. Have your case number ready!
Your DCS caseworker is: K. Smith
1-800-442-KIDS

.0 If you do nothing

* By signing for this notice, a legal process has started.

& The process will move forward even if you don’t call, but it’s in your best interest
to call me as soon as possible.

# This order will go into effect 20 days from the date you signed for this ﬁﬁ'\’ o
package. Call me today to have your voice heard. e

Your Case # 12345 1-800-442-KIDS

Cover Letter on Summons

k Tips

> Start, set up

Halparent 2> Parent
btive LawJudge 2 Judge

ssistance, referral

oful phrasing throughout:

The way this process
waorks...

The reason this is
important is that...

At this stage... After that,
you will... As we move
forward...

Again, as | mentioned
(rephrase, summarize)...




Lessons: Washington State

Conversations than
expected

Of all NCPs in intervention group that had
conversations,
(full script), and

(abbreviated/cut-off script).
3rd call attempt

Would be useful to have a
(esp.
screeners)



Presenter
Presentation Notes
WA: staff finding conversations more positive than expected

**From Angie: Good to note that 45% of parents contacted at some point (including outgoing call 1, 2, 3, or an incoming call (Justification: SEOs don’t feel like it has been that easy to get ahold of parents pre-service; 45% may make it sound like an obvious change for other sites to test/implement)


-importance of having leadership buy-in
-huddles
-workload: for those performing intervention it isn’t additional, just different; it has been additional for those screening cases
-how affected customers: one staff observed two parents in lobby – 1 was relaying talking points about CS from BICS to them
-LL: doing training earlier
-have a more proximal outcome for staff motivation: we haven’t been able to tell the team if it is working because our outcomes are so tied to payment
	-this might be more important for screening staff who have taken on more work because of the project; they could use this perspective of how important their work is
-staff don’t think the third call is really necessary so possibly piloting a different number of calls; once have more individual-level data we will be able to tell more of a story as to the phone calls




Common Goals for In-Person Interventions

= |[mprove of the child
support system

Obtain to avoid
negative outcomes, such as
arrears and sanctions

Improve with
parents, particularly
noncustodial parents that rarely
meet with child support staff




State-Specific Goals

Increase early payments from parents
before withholding starts

Vermont Goals

Increase stipulations and agreements
between parents




Infographic

Interventions at a Glance: Colorado

MY PAYMENT IN

MName of your child{ren)

FSR #

Monthly Payment Due

| WILL PAY:
[ Weekly [ Biweekly [1M

Each time | make a payment | wil

s

If vou cannot make your payme

please calf us at 720-944-29)
For more information, please vid
website https ffchildsupport sta
We are here to help you.

BICS wallet card _DENYER_Court_

YES AND DOES NOT

HAVE IWO

Income withholding
order? {Y/N)

Do you have a bank
account?

maoney to cover your monthly
YES AND HAS IWO———"_ child support payment?

IF MCP DOESN'T

CHOOSE PAYNEARME or IN OFFICE

IF NCP DOESN'T
CHOOSE AUTOPAY
IF NCP DOESN'T
CHOOSE BILL PAY I8
( How do you prefer to pay your other monthly bills? )
|
PAYS
ONLINE
PAYS PAYS
BY MAIL PRSI
BY PHONE PAYS IN PERSON CREDIT CARD

B ek

Wallet Card

AUTOPAY (“RAW™)

A 4
Cost: FREE

http:fftinyurl.com/jpnfjhv
Enrollment takes 5 days.

Enroll here:

1 day to be processed.

B6/26M16 12:15 AM




Mindset Priming Tasks

Interventions at a Glance: Vermont

7~~~ VERMONT

Department for Children and Families

Office of Child Support

280 State Drive [phone] 1-Boa-786-3214
Waterbury, ¥T 05671-1060 [website] www.defvermont.gov/ocs

Important Meeting on Monday, September 26, 2016!
Hello BOB
My name is Jane Doe from the Vermont Office of Child Support (OCS). I am here to help parents and
caretakers like you with the child support process. We received a request to review the current financial support

for James of $400.00 per month,

1 have scheduled a resolution meeting with you and MARY to discuss the current support agreement in an
informal nen-court setting. This meeting could take up to two (2) hours.

Call us if you have concerns about meeting with the other parent in this setting or you feel this action is not in
the best interest of you or your child.

Here is what we will do at the meeting:

« Learn how support for your child is calculated and review each parent's current ability to provide support.
« Ask ANY questions you have.
« Come up with an appropriate agreement for financial support that works for everyone.

All YOU need to do is:

1. Mark Your Calendar 2. Collect this Information 3. Come to Our Office
The resolution meeting is on: 1. Government Issued ID On the date of the resolution
2. 4 most recent pay stubs meeting bring your documents to:
09/26/2016 3. Tax returns for the past two years
4. Court orders about the child(ren) 219 North Main Street, Suite
5. Any changes to your health 401,
insurance information Barre, VT 05641
Call us at the number below if you |Use the envelope you received from us
cannot meet al this time! to put your documents in. See the enclosed map for
directions!

Need to request a one-on-one meeting, ask questions, or reschedule? CONTACT ME.

Phone: (802) 479-4204
E-mail: staff@email.com

We want you to be part of this process. Don't miss this chance!

IMPORTANT: This letter has also been sent to MARY SMITH. If you have any concerns about sharing
information with the other parent please call us.

Notification of Meeting Letter




Cross-site lessons and next steps =

Parents and all states have customer success
stories.

The opportunity to noncustodial parents is unique and has positive effects.

Because administrative settings are less formal, it is
compared to a more formal or court setting.

Some staff are struggling to embrace more
And some staff find additional work burdensome with small perceived rewards.

Despite having more transportation and other resources, it can be
and less of a sense of community in urban settings.

Key Point: a lot of positives are coming out of meetings with parents, including
in ways the research isn’t designed to measure.
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Vermont Early Impacts

Percentage of cases where both parents Percentage of cases where stipulations were reached at a
participated in a meeting meeting

Program Group Control Group Program Group Control Group




California’s Intervention- Phase |

* Improve outcomes by increasing parental involvement in the child
support process >

|« Status prior to intervention-
-. * 46.9% of new orders - Default (no participation by the NCP)
&g~  ° Historically, default orders have a lower compliance rate

25-29% 65-70%
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Sacramento & San Joaquin


California’s Intervention- Phase |

e Added Explainer Sheet to be included with S&C packet

¢ Restructured S&C packet by re-ordering the Answer form behind the

Explainer Sheet and S&C .
<l

& * Provided “Behaviorally Charged” scripts to caseworker “Coaches” to
B  ensure consistent messaging after service
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Sacramento & San Joaquin


Hello, «NCP_First». Have your say in setting up

your Child Support order.

You have received these documents because you have been named as the parent of «Kids»
on a child support case. At the San Joaguin Child Support Office, we want to work with you
to explain your options so you can protect your rights.

What do you do now?

File an “Answer” form to this case to get an order that's based on your actual
situation. It will only take 10 minutes. Here's what to do next:

1 2 3
Fill out the “Answer” Mail or bring the form to Contact us today
form FL-610 included San Joaguin County DCSS to discuss the
in thiz packet. 5ee 826 M. California 5t., options for your
instructions on the Stockton, CA 95202. next step in this
back. Case.

*We can file the “Answer” for you!
*Call for other options:
1-866-901-3212

Make sure your voice is heard. Act now!

[0 What happens if you do nothing?

s You may belegally named a parent and be required to pay.

* Your child support order will not go away.

¢ Your order may go into effectin as little as 30 days from the date you received
this package if you do not respond. Submit your Answer form today to have
your voice heard.




@’ How do | fill out the “Answer” form FL-6107?

Box at the top of In the box that starts with “ATTORMEY OR PARTY WITHOUT ATTORNEY,” print your name,
the page address, and telephone number ifit's not already there. If you have a lawyer, give this form
to your lawyerto fillin.

Question 1 You will need to write in the names of each child. You canfind these names an form FL-600
in this package (look atthe top right corner for FL- 600).

Check "Yes” next to each child if you are that child's parent. If you are not the parent or
aren't sure, check “No” next to the child —this will tell the child support office (inguestion
#2) that you want a genetic paternity test.

Question 2 You don't need to write anything here. Ifyou checked “Mo” next to any child's name, this will
automatically tell the child support office that you want a genetic paternity test.

Question 3 Look at FL-630 for the support amount you are expected to pay. Then:
+« Check box (a) if you agree to pay this amount.
+ Check box (b)if you do not agree this amount.

Question 4 Ifyou disagree with anything (swch as order amount or paternity), check the box and explain
why you disagree.

Question 5 Write in your address, phone numbers, and email address. This is very important. We will
need this to call you to follow-up and help you avoid unexpected legal conseguences.

Signatu re and Write the date, print your name, and sign (you are the “Declarant”). Double-check that
Mailing gverything is correct! Remember to mail or bring the Answer form to San Joaquin County
DCSS, 826 M. California St., Stockton, CA 95202 - we will file the answer with the court for

you, or you can file the answer directly with the court. Make sure you respond when we call
or email you.

Questions you might have

How did DCSS calculate this amount?

The child support agencycollectedinformation about yourwages to calculate how much both parents should pay.
they didn't have any information, theyassigned you an amount based on minimumwage at full-time. If you wantto
make changes, you shouldfile an “Answer” form (FL-610) within the next 30 days and talk with the child support
caseworker when they callyou.

Am | being sued?

When achild supportorderisfiled, it is a legal process. Thatis why the child support agencycalls it a lawsuit. It
does not mean that you broke the law.

What if I’'m not the parent?

If you respondindicating you are not the parent, we can schedule paternity testing. The testis quick, painless (a
simple mouth swab), and can usually be scheduledat a convenient time for you. Genetictesting is free to you.

What happens if my child support order goes into effect but I don’t pay?
If you do not pay, you'll face penalties such as having yourdriver's license taken away, your passport denied, wage
garnishment, liens, credit bureau reporting, and ultimately contempt of court.

Contact DCS5 today to have your vaice heard before your order is established!



Phase |- Preliminary Results

e 3,881 NCPs enrolled (Apr.-Dec 2016)

| e 3.4% increase in answer rate for treatment group |

"« 2% improvement in attendance for stipulation hearings _ "
. I e ]
. * Many cases still need to complete establishment process, demonstrate

g payment history, etc.

e Analysis of data has started and may take through Sept 2018 to
complete
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California’s Intervention- Phase |

-~ " -
b ."'

e Preliminary Finc‘jingsw

- Figure 1: Early Service and Order Establishment Outcomes (full sample)
Al
25.6
222
} 2.0**
74 5.4
ArswersTiled (5o Stip. M1tgs Attended (%o

Program Group Control Group
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California’s Intervention- Phase 2

San Joaquin County
»

S . Explore Impact of Explainer Sheet

e Continue restructure of the S&C packet by re-ordering the Answer form behind na
the Explainer Sheet and S&C




California’s Intervention- Phase 2

Sacramento County

"« New Intervention

e Early Intervention- Cases with new support order
Post Hearing Interview in Court
Behaviorally Informed Mailer
Wallet Card
Behaviorally Informed Follow Up (Phone, email, text)
e Measure Collections on Current Support

PR

o




Tools you can use!



Social Influence

You Gould Lewer
Your Ghild Support
Payments!

We will send you important inf
on how you could lower your child support
payments if your income has gone down due to
incarceration.

For example, a parent with a monthly order
of $300 could reduce the amount of child
support owed by $3,600 in just one year.

In a few weeks we will send you everything you
need to complete and submit an application.

Other parents have had
courts lower their child
support by $200 to $500
per month.

Completing the application
is easy. You cando it
during a brief meeting
with the law librarian.

Persuasion by society, peers, or a person of influence can affect
people’s decisions and actions. People tend to follow what they

think other people are doing.

50



Last Month Neighborhood Comparison | Last month you used 15% LESS
elsctricity than your efficient neighbors.

YOUR EFFICIENCY STANDING:
i '
YOU 504 kwh » | GREAT ©©
EFFICIENT G000 @
506
MEIGHBORS PR
ALL MNEIGHBORS 1,092 . .

* kvh: A 100-Watt bulb buming for 10 hours uses 1 Hlowatt-bour.

Fig. 1. Home energy reports: social comparison module,

(Allcott, 2011)

Social Influence

Persuasion by society, peers, or a person of influence can affect

people’s decisions and actions. People tend to follow what they

think other people are doing. 51



Follow these 3 easy steps to get your and much more...

D Choose a location and time to visit by March 29

Check off one location:

| Northern Manhattan
Improvement Corp.

76 Wadsworth Ave., New York, 10033

| Community Kitchen & Pantry of
West Harlem
252 W. 116th St., New York, 10026

MON | TUES (WED |THU |FRI | SAT MON | TUES |WED | THU SAT
closed 193 [9-3 |9-3 |cles=d | 9-3 cosed 1 12-7 [12-7 | 12-7 [cles=d | 9-5

AM/PM

Write down when you will go: Date Time

__| Stop by and have a short conversation with Food Bank staff
to learn how you can earn a $2000 bonus next year

D Get your $50 gift card!

For other locations or questions call 646-981-6111

Implementation Prompts

Encouraging people to plan the steps they will take to complete
a task can move people from intention to action.
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POLL QUESTION

Your friend tells you she plans to vote in an upcoming election. What is one question you can ask her that will increase the

likelihood she will vote?

A) Who will you vote for?
B) What can we do to get more people to vote?
C) Where is your polling station?

Implementation Prompts

o

£

- "
" e H 3 3 | T
cicvani 1Immcc Us JL K Il.]

Monday, October 26th
Wednesday, Oclober 28th
Friday, October 30th
Tuesday, November 3rd
Thursday, November 5th

7:00 am -

7:00 am

7-00 am -
7:00 am -

7:00 am

Flu shots will be available on site at the [locat
at the following times:

3:30 pm
3:30 pm
3:30 pm
3:30 pm

- 3:30 pm

of

Encouraging people to plan the steps they will take to complete

a task can move people from intention to action.
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POLL QUESTION

Can deadlines be effective if there is no penalty or consequence for missing the deadline?

A) Yes
B) No

Make Deadlines

Framing a future action as important and urgent by setting a due
date discourages the tendency to prioritize today’s needs over

tomorrow’s needs.
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Make Deadlines

Framing a future action as important and urgent by setting a due
date discourages the tendency to prioritize today’s needs over

tomorrow’s needs.

39 Broadway, 10th floor

foodbanknyc.org

$50 IS YOURS

All you need to do is come to a Food Bank

office by

Si desea esta informacién en espafiiol,
por favor llame al 212-340-4480

Non-Profit
Org.

U.S. Postage
PAID
Syracuse, NY
Permit #1550
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Your CCDF

Remember to bring:

[ Proof of Address

The postmarked envelope this
postcard came In will work.

O Proof of ID
For example: a driver’s license

Sesssssssesssssesee,

i O Provider Information Page
Filled out by your provider

] Proof of Work or School

Tip: bring more pay stubs than you
think you need!

O Proof of Other Income
For example: Ul, SSI, TANF letter

Personalization

E Ovour swipe card

M T TTTTTTTTTTTT————————————————————

Efforts to personalize information or give customers personal

S assistance through a difficult task can improve outcomes
Call 1-866-287-2420 x204 - remember to g P .
leave a name and number - or email

CCDFscheduling@childrensbureau.org
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Control

Attendance Rates

1 5%

Add recipient's name

1/%

Add sender's name

Add reciprocity
messsage

8 new Picker Packer jobs are now
available at Pro FS. Come to Bedford
job centre on Monday 10 june between
10am and 4pm and ask for Sarah to
find out more.

Hi Elspeth. 8 new Picker Packer jobs
are now available at Pro FS. Come to

Bedford job centre on Monday 10 june
between 10am and 4pm and ask for
Sarah to find out more.

R
;I ;spe;;. ; new Picker Packer jobs

are now available at Pro FS. Come to
Bedford job centre on Monday 10 june
between 10am and 4pm and ask for
Sarah to find out more.

L]

Michael

;I ;spe;;. ; new Picker Packer jobs

are now available at Pro FS. Come to
Bedford job centre on Monday 10 june
between 10am and 4pm and ask for

I}

a place. Good luck. Michael




POLL QUESTION

Which of the following would be more likely to motivate you to bring a reusable bag when grocery
shopping?

A) You will get charged 5 cents for a plastic bag.
B) You will get a 5-cent credit if you bring your own bag.

Loss Aversion

Humans tend to prefer avoiding losses to achieving equal-

sized gains, relative to a reference point. Framing the same
policy or opportunity as a loss can drive behavior more

strongly than framing it as a gain cg



“Gain” Condition LfEi o “Loss” Condition

- End of year bonus linked to - Lump sum payment at

student performance _ beginning of year
' - Must return some or all if

students did not meet
performance targets

Same performance = same bonus




Child Support
Payments Can
Be Lowered!

Don’t let child support
debt weigh you down!

All you have to do is fill out the forms and mail them back to
DCS to have your case reviewed.

Forms need to have:

1. A signature every place that asks for it.

2. A date next to every signature.

3. [It's ok if you don’t know the answer to every question. For example,
you can write “I don’t know” for anything you don’t know the answer

to.
Child’s Present Address or Whereabouts '. Do MM Ease
4. H?u-h’t-hn'ﬁo-nl-m,jl-thﬂu-hy. For example you can
W1 . T, Reduce complexity through, for example, defaults,

[ ——

simplification, removing hassles, and color-coding.

[ S e s e——_
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POLL QUESTION

You are trying to refer a customer to a form on your website. Do you:

A) Give the customer the URL to your website’s homepage and provide instructions on how to navigate to the form
(for example, www.mdrc.org)
B) Give them a longer URL that takes them directly to the form (for example, www.mdrc.org/forms/TA.pdf)

Ease

Reduce complexity through, for example, defaults,
simplification, removing hassles, and color-coding.
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POLL QUESTION

How often does your agency send customers reminders when they have an important appointment or deadline?

A) Consistently
B) Sometimes
C) Never

Reminders

Reminders reduce mental effort by providing a cue
that the task still needs to be completed.
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POLL QUESTION

If your answer to the previous poll question was ‘Sometimes’ or ‘Never’: Why doesn’t your agency send reminders consistently?

A) We cannot afford the cost of sending more reminders.

B) We do not think sending (more) reminders will improve response.
C) We do not have the technological capacity.

D) We do not have enough staff to create and send them.

E) Other

F) N/A

Reminders

Reminders reduce mental effort by providing a cue
that the task still needs to be completed.
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Social Influence

Implementation Prompts

Define Diagnose

What is the el Why is it
problem? happening? \
Personalization

Design
How can it be
i ddressed?
Loss Aversion addresse
Test
What

happened?

Make Deadlines

Ease

Reminders
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