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The Goal: To embed behavioral 
design not simply into products 
or services but experiences as a 

whole.

Designed and built - 
integrating 
multiple disciplines

3

https://pitch.com/?utm_medium=product-presentation&utm_source=pdf_export&utm_campaign=bottom_bar_cta&utm_content=4b979d10-e0e8-4399-93b2-da2e74233e6a&utm_term=PDF-PPTX-lastslide


4

https://pitch.com/?utm_medium=product-presentation&utm_source=pdf_export&utm_campaign=bottom_bar_cta&utm_content=4b979d10-e0e8-4399-93b2-da2e74233e6a&utm_term=PDF-PPTX-lastslide


5

https://pitch.com/?utm_medium=product-presentation&utm_source=pdf_export&utm_campaign=bottom_bar_cta&utm_content=4b979d10-e0e8-4399-93b2-da2e74233e6a&utm_term=PDF-PPTX-lastslide


+

We took the 
original Design 
Sprint process 
and 
redesigned it 
to make it 
more human-
centered.
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+
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+

Behavioral Journey Mapping

+
 

Focus

Design Objective

Psychological 
Elements

Process vs. Outcome 
Orientation

Touchpoints and 
Interactions

Psychological Aspects of 
User Behavior

Optimize the Customer 
Experience

Influence or Change User 
Behavior

Understand the 
Emotional Journey

Understand and Shape 
Behavior

Outcome-oriented
(behavioral design and change 

management)

More process-oriented
(customer journey management)

Customer Journey 
Map

Behavioral Journey 
Map
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The Five Laws of Behavior
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The Five Core Components of 
Behavioral Journey Mapping
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Precontemplation: The individual is not yet aware that change is needed or has no intention 

to change in the foreseeable future. “This isn’t a problem for me.”

 
Contemplation: The individual is aware of the problem and is considering change, but is still 

ambivalent. “Maybe I should do something, but I’m not sure yet.”

 

Preparation: The individual has decided to change and is planning how to do it, possibly 

taking small steps. “I’m getting ready to act.”
 

Action: The individual is actively changing their behavior and implementing their plan. “I’m 

doing it.”

 

Maintenance: The individual has sustained the new behavior for a while and is working to 
prevent relapse. “This is part of my routine now, but I need to stay on track.”

 

Termination: The new behavior is now fully integrated; there’s no temptation to return to the 

old ways. “This is who I am now.”

 
Reverts to Old Habits: The individual returns to the old behavior, often due to stress, lack of 

support, or loss of motivation. “I slipped up.”
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Termination
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Termination
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Start at the End
Our job is often about 

identifying the right behaviors
 to achieve a desired outcome.
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Start at the 
End

 

Behavioral Journey: Rheumatoid Arthritis 
Patient

What does the 
user do 
(represented as a 
behavioral journey 
map)?
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The EndThe Start The Sequence of User 
Behaviors

Behavioral Journey: Rheumatoid Arthritis Patient 22
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Behavioral Design is about determining the 
appropriate design interventions to influence user 
behavior, help individuals make progress.
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… mapping the 
decisions/behaviors involved 
(what prompts them, and 
consequences)

24

https://pitch.com/?utm_medium=product-presentation&utm_source=pdf_export&utm_campaign=bottom_bar_cta&utm_content=4b979d10-e0e8-4399-93b2-da2e74233e6a&utm_term=PDF-PPTX-lastslide


 
•

•

•

•

•

•

Examples include:
 

Feeling hungry (bodily sensation): Might prompt you 
to eat.

 
Feeling bored (emotion): Might prompt you to pick 
up your phone and check social media.

 
Remembering you haven't exercised today 
(thought): Might prompt you to go for a run.

 
Craving sweets (desire): Might prompt you to seek 
out dessert.

 
Experiencing pain (physical sensation): Might 
prompt you to take medication or rest.

 
Self-reflection (cognitive process): Might prompt 
setting personal goals.

These are cues that come from within the 
individual, often based on feelings, thoughts, or 

bodily sensations.

These are cues from the environment or from other 
people that tell you to do something, suggesting or 

triggering a specific behavior.

•

•

•

•

•

Examples include:
 

Traffic lights (environmental cue): Prompting you 
to stop or go while driving.

 
A notification on your phone (technological cue): 
Reminding you to stand up and move around.

 
A friend asking you to join them for a workout 
(social cue): Encouraging exercise.

 
Seeing a commercial for a product (media cue): 
Might prompt you to buy it.

 
Email from a colleague (social cue): Prompting 
you to complete a task.

Internal PromptsExternal Prompts

25
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External 
Prompts

Internal 
Prompts
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🧠 The Science: Why Consequences Matter

Consequences are powerful because they shape whether a behavior gets 
repeated, avoided, or extinguished over time. This principle comes directly from 

Operant Conditioning (B.F. Skinner), and it underpins reinforcement learning in 

both humans and AI.

✅ Positive Reinforcement

❌ Negative Reinforcement

⚠️ Positive Punishment

💤 Negative Punishment

Add a desirable outcome (e.g., praise, 
reward, points)

Remove something unpleasant (e.g., 
relief, canceling a task)

Add something undesirable (e.g., a 
fine, error message)

Take away something desirable (e.g., 
loss of access, points)

Type Definition
Effect on Future 
Behavior

Increase behavior👍

Increase behavior👍

Decrease behavior👎

Decrease behavior👎
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Positive

Negative

After reading enough horror stories, 
I panicked and booked a general 
doctor’s appointment. I needed to 
know for sure.

"I dropped a coffee cup at home 
because my grip gave out. My wife 
set up an appointment before I had 
a say in it."

 "I was a nervous wreck before, 
but my doctor explained 
everything so well. I left feeling 
calmer, but also overwhelmed by 
all the treatment options."

28
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… identifying any obstacles or 
barriers to progress along the 
user journey.
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Rule 1: A person must be 
prompted (internal or 
external) to do the behavior.
 
Rule 2: A person needs to be 
motivated to overcome the 
effort required to do the 
behavior.
 
Rule 3: A person needs to be 
able to do the behavior.

3

1

2
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Barriers to Progress
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Barriers to Progress

+  more!

A database of 45+ behavioral barriers to 
progress.
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Barriers to Progress
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A Design Intervention is a deliberate change or addition to an experience, product, 
service, or environment that aims to influence behavior, perception, or outcomes 
in a positive way.

 
It's a purposeful action taken by designers (informed by behavioral science), survey 

data, or customer research to solve a problem, remove friction, help people 
overcome barriers, encourage progress, or create impact.


Articulated in the form of a Behavioral Design Hypothesis (more on that).

Design Intervention

34
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 Antecedent Intervention: Involves setting up 
cues or prompts that activate the desired 
behavior.

Behavioral Intervention: Focuses on modifying the 
environment or the process to make the desired 
behavior easier to perform.

Consequential Intervention: identifying ways to  
modify the consequences of a behavior to 
reinforce its occurrence.

 

Prompts (external and internal):

Behavioral Barriers to Progress:

Behavioral 
Journey: 
Rheumatoid 
Arthritis Patient

Overcoming specific Barriers to Progress utilizing 
the different make it Strategies and Tactics

Design Interventions

1

2

3

The User Journey (sequence of user behaviors):

Consequences (positive and negative):
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Behavioral Design interventions informed via Make it 
Toolkit powered Ideation and Concept Development. 

 +
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If [ we do this]

among [this user segment]

then [this will happen]

because [of this reason]

Design treatment 

Your target user

Expected outcome

Strategies used

Behavioural Design Hypothesis


Tactics used

build ongoing social accountability and 

ritualized check-ins

patients who are trying to 

maintain their new behavior

sustain their progress and reduce 

risk of relapse

social reinforcement and 

symbolic rewards
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… understanding the 
type of decision 
involved

… in relation to 
both the person 
and the 
environment.

… in relationship to  
spectrum of 
motivation of the 
person

Other Behavioural Design Considerations
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John Gusiff

Starter Program

AI-powered Behavioral Design 
Sprint

Ways to Learn More

Special Offer to TheyDo Talk participants $150 OFF
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