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Founder

CUSTOMER
CENTRIC
SOLUTIONS LLC

HELPING COMPANIES FOCUS ON CUSTOMERS

How do you make sure you are

delwermg O your mrerall brand
promise? Do you have an overall
CX Strategy, unique to your

' brand, that deliversonthe =

functi:nnal, emntiunal,;and social
needs of your targeted
customers? We'll help you define
that! - '

Jﬂutl‘lé}' maps are an impu[tant

platform on which to build a

*better understanding of

customer expectations, wants
and needs. We use a data-driven
approach to journey mapping
integrating both qualitative and

. .Qu anu tative Iesearch

Luukmg for a better way to
5egment :::ustnmers‘? Our
approach helps you uncover the

different elements of value that

‘form the basis of the unique

hnnd between you and your
targeted customer segments.

The Design Sprint l;irucess,
created by Jake Knapp of Google

"Veritures, has'proventébean” - "~ [ """~~~ 7

effective method for quickly
t:m:t:r:eptua]izing. de:signing, and
testing new product or service
concepts. We've had great

suchss leveraging this process . . . . .. .. ... ..

to Envlsmn the 1deal customer
journey.

Want to better understand
s:witching heha?‘:inr. why peuple;
“hire” your product or service?
We leverage the JTBD interview .

" method to determine the
mutwatmnal [nmes at play
(push, pull, habit, and anxiety) 35
customers consider your pmdum
'DI service uﬂﬂnng'?

Great Experienc:e;s don't happen :

by chance. They are designed.

]mu co-create, thmk through anl_'l
map out both on- stage
exXperiences as n_rell as back-
stage operations. It helps you
.E'Iugn CLOSS- fun-“tmnal teams un
what it will take tn deliver the
desired customer experience.

"Experience blueprinting helps |~ " .

MODESENS

H umana. lululemon @ athletica I’\I
PO ] C h /ﬁ vympass

WWW.CUSTOMERCENTRICLLC.COM

K ecobee

G Adventures
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Designed and built -
integrating
multiple disciplines

Psychological
Needs

Habit Persuasion
Formation Science

Incentives Biases and
Science Heuristics

makeit
toolkit

Loyalty Nudging

Business Engagement UX and

Strategy Game design

Try Pitch

The Goal: To embed behavioral

design not simply into products

or services but experiences as a
whole.

Behavioral
Science

Design Y ' S‘frq‘feg)/
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Try Pitch

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

makeit
Behavioral Design Strategies
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Prepare &
Strategize

» Choose a Product or

Service
= Define expected

arganization and user

outcomes

» Define target
behaviors to
encourage or
discourage

= Farmulate behavioral
challenge statement

Try Pitch

makeit
Behavioral Design Sprint

Map &
Understand

—~

é’“

&'

» [ntroduce 5 Laws of

Behavior

» Define Target

Audience (utiizing 5
Laws)

= 5tart at the end, map

the behavioral
journey

» l[dentity Makeit

Barriers to Progress

» Prioritize

Opportunity
(Intervention) Points

Brainstorm &
Visualize

|dea Generation
using Makeit
Toolkit strategies
and tactics

Litilize
maketGPT™ to
support
BeSci-based ldea
Generation

|dea Refinement
leveraging
Combo/ Trade-offs

Prototype &
Build

= Formulate

Behavioral Design
Hypothesis

= Choose Design
Method and Fidelity

{journey, storyboard,

wireframes,
mock-up, etc.)

= Visualize and Build
Solution Concept(s)

Test &
Validate

 Prototype the
chosen Solution

Concept

» Hecruit targeted
audience for the
Test

= Jest and Validate

the solution
concept

(specific to client
development

process)
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Behavioral Journey Mapping

Design Objective

Psychological
Elements

Process vs. Outcome
Orientation

Customer Journey
Map

Touchpoints and
Interactions

Optimize the Customer
Experience

Understand the
Emotional Journey

More process-oriented

(customer journey management)

Behavioral Journey

Map

Psychological Aspects of
User Behavior

Influence or Change User

Behavior

Understand and Shape
Behavior

Outcome-oriented
(behavioral design and change
management)
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The Five Laws of Behavior

makeit

1st Law 2nd Law 3rd Law 5th Law
B=f(P, E) B=/(S1,52) A-B-C B=MAP B=f{(1,E)
Behaviour is always a function Behavior (B) is influenced by the Every behavior (B) is prompted by an Behaviour tends to follow the status Behavior (B) is shaped by intrinsic
of the person (P) and the interplay between System 1 (fast, activator (A) ﬂl&d '"HUHPC'!:’ b‘.{*hh? quo, unless it is acted upon by an motivation (1) from inherently interesting
environment (E). intuitive) and System 2 (analytical consequences (C) associated with it. increase in motivation (M) or ability activities and extrinsic motivation (E) from
. (A), and timely prompted (P). external rewards and avoidances.

deliberate) thinking processes.

¥ f )

Kurt Lewin Daniel Kahneman B.F Skinner Deci and Ryan
ESF;E"‘; I@;g;i:; (E}UT?wlur?t:?ﬁstsa ;P:r?gy (Operant Conditioning - (Model of Persuasive (Self-Determination
Slow) Rewards and Design) Theory)

Punishment)

Try Pitch
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P amorad Bedisd

45+ Behavioral Barriers

B=f(P,E)

Beharviour is ahways o hemdicn
of the peran [F] oed the
arraironment |E]

makeit

Dl Levww

B=f($1,52)

Bahavicr (B] i influsnoed by de

interploy betesen Sysem | [loal,
rﬂ.ﬂrn:l orad El:fﬂ'm 2 -:rr\.:l.‘p'.'bqnl

dhelibarobe] thinking processss

\4

Strategies

make it
OVErSIve

Ird Law

A-B-C

Frry b [B) i prompied by om
actregicd |A] o mlloarcad by
aevsspanne [L] orsoerasbed =i &
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15 Core Behavioral Strategies

Sth Law

B=f(1,E)

Babuzrvior (B i ihaped] bry it
mastveation, [1) From inbasrently intersiling
ctreiepy anad exiriras; molvolion [E] kom
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300+ Behavioral Tactics
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The of
Behavioral Journey Mapping

Journey map Journey map Journey map Journey map

PROMPTS CONSEQUENCE BARRIER OPPOCI:TUNITY
POINT

What data support this
action?

BEHAVIOR

What internal or external What are the immediate What prevents people to

What does the user do? triggers prompt the and delayed consequences make the right decision
behavior ? of the behavior? and take the desired

action?

makeittoolkit makeitioolkit makeittoolkit makeittoolkit

Try Pitch
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BEHAVIOR

Whaot does the vser do?

Practices the
devired bebaviour

Preparation
Intends to take
action

The Stages of
Behaviour Change

Reverts to old
habits

Sowrces: Grimley 1967 (75) and Prochaska 1992 (148)

Try Pitch

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.”

12
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BEHAVIOR

Whaot does the vser do?

Preparation
Intends to take
action

The Stages of
Behaviour Change

Reverts to old
habits

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 | should do something, but I'm not sure yet.”

13
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BEHAVIOR

Whaot does the vser do?

The Stages of
Behaviour Change

Reverts to old
habits

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 | 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.”

14
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BEHAVIOR

Whaot does the vser do?

The Stages of
Behaviour Change

Reverts to old
habits

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 | 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.”

15
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BEHAVIOR

Whaot does the vser do?

The Stages of
Behaviour Change

Reverts to old
habits

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 | 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 | need to stay on track.”

16
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BEHAVIOR

Whaot does the vser do?

The Stages of
Behaviour Change

Reverts to old
habits

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 | 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 | 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 | am now.”

17
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BEHAVIOR

Whaot does the vser do?

The Stages of
Behaviour Change

Reverts to old
habits

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 | 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 | 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 | 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.”

18
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BEHAVIOR

VWhaot doos rhe vier do?

Practices the
derired bebavicour

intesnds to take
action

The Stages of
Behaviour Change

Sources. Grimley 1997 (75) and Procharka 1992 (148)

Reverts to old
habits

Termination

19
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S 1/11&

Start at the End

Our job iIs often about
identifying the right behaviors
to achieve a desired outcome.

MATT WALLAERT

Try Pitch
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Behavioral Journey: Rheumatoid Arthritis Start at the
Patient End

Action = Maintenance

Commitment and Long-term

BEHAVIOR

What does the user do?

Obtain prescribed medications or
follow initial treatment instructions.

[Simple Actions]
What does the
user do

Begin treatment and monitor

(represented as a RSl Rmen:
behavioral journey
map)?

Join RA management programs or

community support groups for
ongoing support. [Help Seeking]

Try Pitch
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Try Pitch

BEHAVIOR

What does the user do?

The Start

Precontemplation = Contemplation

Recognize the Need for
Treatment

Motice symptoms such as joint pain,
swelling, and stiffness. [Exploratory]

Search online for information about
their symptoms. [Analy
search]

Read articles or browse forums to
identify possible conditions related
to their symptoms. [Learning)]

Behavioral Journey: Rheumatoid Arthritis Patient

The Sequence of User

Behaviors

Contemplation = Preparation

Learn About Treatment Options

Visit health-focused websites and
read about treatment options for
RA. [Analysis and Research]

Speak to friends or family who may
have experienced similar
symptoms. [Help Seeking]

Join RA-focused support groups or
online communities to gather
insights. [ oratory]

Preparation =+ Action

Schedule an Initial Medical
Consultation

Search for a local rheumatologist or
specialist using medical directories.
[Mavigation and Orientation]

Check appointment availability and
insurance coverage. [Flanning and
Scheduling]

Contact the chosen clinic or use an
online system to schedule an
appointment. [Goal-Oriented]

Action

Attend the Consultation

Set reminders for the appointment
date and make scheduling
adjustments. [Planning and
Scheduling]

Arrange transportation to the
medical facility. [Planning and
Scheduling]

Bring necessary medical documents
and meet with the doctor to discuss
treatment options. [Goal-Oriented]

The End

Action = Maintenance

Commitment and Long-term
Self-care

Obtain prescribed medications or
follow initial treatment instructions.
[Simple Actions]

Begin treatment and monitor
progress or side effects.
[Maintenance & Monitoring]

Join RA management programs or
community support groups for
ongoing support. [Help Seeking]

S 22
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BEHAVIOR

What does the user do?

Behavioral
Science

Behavioral Design is about determining the
appropriate design interventions to influence user
behavior, help individuals make progress.

Sfrafegy

Precontemplation = Contemplation

Recognize the Need for
Treatment

Motice symptoms such as joint pain,
swelling, and stiffness. [Exploratory]

Search online for information about
their symptoms. [Analy
search]

Read articles or browse forums to
identify possible conditions related
to their symptoms. [Learning)]

Contemplation = Preparation

Learn About Treatment Options

Visit health-focused websites and
read about treatment options for
RA. [Analysis and Research]

Speak to friends or family who may
have experienced similar
symptoms. [Help Seeking]

Join RA-focused support groups or
online communities to gather
insights. [ oratory]

Preparation =+ Action

Schedule an Initial Medical
Consultation

Search for a local rheumatologist or
specialist using medical directories.
[Mavigation and Orientation]

Check appointment availability and
insurance coverage. [Flanning and
Scheduling]

Contact the chosen clinic or use an
online system to schedule an
appointment. [Goal-Oriented]

Action

Attend the Consultation

Set reminders for the appointment
date and make scheduling
adjustments. [Planning and
Scheduling]

Arrange transportation to the
medical facility. [Planning and
Scheduling]

Bring necessary medical documents
and meet with the doctor to discuss
treatment options. [Goal-Oriented]

Action = Maintenance

Commitment and Long-term
Self-care

Obtain prescribed medications or
follow initial treatment instructions.
[Simple Actions]

Begin treatment and monitor
progress or side effects.
[Maintenance & Monitoring]

Join RA management programs or
community support groups for
ongoing support. [Help Seeking]



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

Try Pitch

3rd Law

A-B-C

Every behavior (B) is prompted by an
activator (A) and influenced by the
consequences (C) associated with it.

\4

... mapping the
decisions/behaviors involved
(what prompts them, and
consequences)

24
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Journey map

PROMPTS

What internal or external
triggers prompt the
behavior ?

3rd Law

makeittoolkit A—-B-C

Every behavior (B) is prompted by an
activator (A) and influenced by the
consequences [C) associated with it.

\4

Try Pitch

External Prompts

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

triggering a specific behavior.

Examples include:

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

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

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

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

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

Internal Prompts

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

bodily sensations.

Examples include:

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

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

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

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

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

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

25
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Recognize the Meed for Learn About Treatment Options Schedule an Initial Medical Attend the Consultation Commitment and Long-term
Treatment Consultation Self-care

Family or Friends’ Observations Social Influence: Suggestions or Reminder Emails or Ads: Targeted Calendar Reminders: Automated Medication HReminders: Alerts from

EXte r l I a | Someone close may notice the advice from frniends or family who have onlineg reminders from health platforms reminders on their phone or compute: health apps or phone alarms for taking

symptoms and encourage the user to i perienced similar symptoms Or INsurance providers encouraging for the appomtment medications

seak information consultations

Prompts

Health Articles or News: Seeing Educational Content: Targeted ads, Appointment Availability Alerts Confirmation Messages: Text or ama Community Support Interactions
aalt ticles WS

information about RA symptoms in rmails, or health newsletters Motifications from health apps or eminders from the clinic confirming Regular encouragement from RA
discussing RA treatments

clinics about open appointments he consultation date and time support groups or online communitie:
articles, news, or social media clinics about opan appointments the consultation gate ang time Ipport groups or onling communit

shanng progress and agvice

Precontemplation -+ Contemplation Contemplation & Preparation Preparation - Action Action Action = Maintenance
Journey map

Recognize the Need for Learn About Treatment Options - Schedule an Initial Medical Attend the Consultation Commitment and Long-term
Treatment Consultation Self-care

PROMPTS

What internal or external
triggers prompt the
behavior ?

3rd Law

A-B-C

Every behavior (B) is prompted by an
activator (A) and influenced by the
consequences (C) associated with it.

\4

makeittoolkit

Internal
Prompts

Try Pitch
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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 Al.

Effect on Future

Type Definition

Behavior
Journey map
¥ Positive Reinforcement Add a desirable outcome (e.g., praise, ‘ Increase behavior
CONSEQU ENCE reward, points)
What are the immediate
and delayed consequences
of the behavior? - . .
». Negative Reinforcement Remove something unpleasant (e.g., ‘ Increase behavior
relief, canceling a task)
3rd Law
makeittoolkit A-B-—C
g o A Positive Punishment Add something undesirable (e.g., a ’ Decrease behavior
consequences (C) associated with it. ﬁ n e : e rro r m essa ge)
Negative Punishment Take away something desirable (e.g., ’ Decrease behavior

loss of access, points)
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®
Early Identification of RA: Recognizing

symptoms early could lead to guicker

Informed Decision-Making: Learning

about treatment options provides

®

Increass
Booking

After reading enough horror stories,

gnosis and

=nding the

"I was a nervous wreck before,
but my doctor explained

»d Decision-Making: Learning

reatment options provides

| panicked and booked a general

diagnosis and treatment, which can... confidence in making informed health... closer i

Positive

ess to prod everything so well. | left fee“ng ince in making informed health...

Journey map

CONSEQUENCE

What are the immediate
and delayed consequences
of the behavior?

makeittoolkit

Negative

Try Pitch

Quote [ |

@
Increased Awareness: Gaining insight

into RA symptoms allows for more

informed future decisions about health.

Precontemplation -+ Contemplation

Recognize the Need for
Treatment

"I dropped a coffee cup at home

Pain L1

@

Increased Motivation: Understanding
that RA can be managed with proper

treatment might motivate the user to...

— 1

Contemplation -+ Preparation

Learn About Treatment Options

because my grip gave out. My wife
set up an appointment before | had

asayinit."

Anxiety or Fear: Realizing potential
health issues could lead to worry about

long-term impacts, which may cause...

ks 5

Information Overload: Searching for
symptoms online could lead to

conflicting information, causing...

BeSci Assumption

Overwhelming Information:
Encountering complex or conflicting
information about RA may lead to...

BeSci Assumption

Fear of Treatment Side Effects:
Reading about potential side effects of
RA medications could increase...

Quote Ly 2

doctor’s appointment. | needed to

BeSci A

®

Reassurance: Taking steps to see a

know for sure.

specialist may relieve some uncertainty

about symptoms and provide a sense...

—;2

Preparation -+ Action

Schedule an Initial Medical
Consultation

Scheduling Barriers: Difficulty finding
an available appointment or
coordinating with personal schedules...

BeSci Assumption

Appointment Costs: Concern about the
potential financial cost of a

consultation, especially if it is not full...

BeSci Assumption

: calmer, but also overwhelmed by  kzzumption

all the treatment options."

Peace of Mind: Meeting with a doctor
can clarify uncertainties, reducing

anxiety and increasing confidence in...

—_nd

Action

Attend the Consultation

N
L
o

Respect for Patient Preferences

Users feel reassured and build trust with

Gain {f) 0.05 @

Fear of Diagnosis: Receiving
confirmation of RA can be daunting

and may discourage follow-up or long...

BeSci Assumption

@

Increased Motivation: Understanding
that RA can be managed with proper

treatment might motivate the user to...

BeSci Assumption

Action = Maintenance

Commitment and Long-term
Self-care

Fear of Treatment Side Effects:
Reading about potential side effects of
RA medications could increase...

BeSci Assumption

Overwhelming Information:
Encountering complex or conflicting

information about RA may lead to...

BeSci Assumption

o) 28
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Try Pitch

B=MAP

ehaviour tends to follow the status

unless it is acted upon by an

increase in motivation (M) or ability

(A), and timely prompted (P).

\4

... Identifying any obstacles or
barriers to progress along the
user journey.
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B=MAP

Behaviour tends to follow the status
quo, unless it is acted upon by an
increase in motivation (M) or ability
(A), and timely prompted (P).

\4

Try Pitch

e
-
I;
4°
N
G
-
=

Fogg Behavior Model

BehaviorModel.org

B=MAP

Prompts

succeed here

"f-;} .
%
7
%

a ©2007 B Foqg
Contact Bl Fogq for permissions

Hard to Do Ab||_|ty Easy to Do

Prompts

fail here

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.
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Barriers to Progress

B=MAP

Behaviour tends to follow the status
quo, unless it is acted upon by an
increase in motivation (M) or ability
(A), and timely prompted (P).

ﬁ Motivation Ability Attention

Person Environment Person Environment Person Environment

Try Pitch
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Psychological

Needs

Habit Persuasion

Formation

Incentives
Science

makeit
toolkit

Loyalty

Business SEdogement

Strategy

Try Pitch

Science

Biases and
Heuristics

Nudging

UX and
Game design

Barriers to Progress

Motivation

Sunk Cost Fallacy

We tend to follow through on an
endeavor if we have already
invested fime, effort, or money
into it, whether or not the current
costs outweigh the benefits.

O® &0

Potential solutions

Ability  Motivation

Lack of Social
Support

Insufficient or inadequate
assistance, encouragement, or
understanding from friends,
family, or a community, which
can hinder personal wellbeing or
goal attainment.

ONON%

Potential solutions

Motivation

Ostrich Effect

Our tendency to avoid negative
information, including feedback
that could help us monitor our
goal progress.

O 0O®

Potential solutions

Old habits

Established bad habits require
less cognitive energy to do,
making them the default over
unestablished desired habits.

ONON">

Potential solutions

Ability
Choice Paralysis
We tend to get overwhelmed
when we are presented with a

large number of options to
choose from.

ONON

Potential solutions

+ Abilty

Decision fatigue

New behaviors may require
conscious action, which can take
energy people don’t always have
(especially at the end of the day).

(ONO)

Potential solutions

Attention

Lack of Prompt

The environment doesn't have a
trigger or reminder to take action.

(CHO)

Potential solutions

Motivation
Lack of Progress
Because health improvements can
take a long time to notice, people

may give up before seeing
progress.

(ONON">

Potential solutions

Attention Motivation

Procrastination

Voluntarily delaying something
despite knowing that there will be
negative consequences for doing
s0.

O®0O®O

Potential solutions.

Motivation

Hyperbolic
discounting

People will often choose a small
shortterm reward, such as a
doughnut, over a larger, long-
term reward like reduced stroke
risk.

(ONON">

Potential solutions.

Attention Motivation

Abstract Goals

We tend not to take action and
move forward if a goal is not
clear, visible and measurable.

© D0

Potential solutions.

Motivation

What-the-hell-
effect

Describes the cycle you feel when
you indulge, regret what you've

done, and then go back for
more.

CoOD®

Potential solutions.

A database of 45+ behavioral barriers to

progress.
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Journey map

BARRIER

What prevents people to
make the right decision
and take the desired
action?

makeittoolkit

Try Pitch

Precontemplation =+ Contemplation

Recognize the Need for
Treatment

Recognize the Need for
Treatment

@
Ostrich Effect: Denial or avoidance of

negative information due to fear of

confronting serious issues....

Observation

@
Personal Belief (Cost/Effort):
Perception that understanding

symptoms requires excessive time or...

Quote L1

®

Lack of Tools/Equipment: Absence of
reliable sources or tools to evaluate

symptoms accurately. [Ability]

BeSci Assumption

Contemplation & Preparation

Learn About Treatment Options

Learn About Treatment Options

®

Ambiguity Effect: Avoidance of
decisions or actions due to uncertainty

about outcomes. [Motivation]

®

Lack of Prompts: Absence of external
cues encouraging users to continue

researching treatment options....

|_'1

®

Lack of Immediate Benefits: Users fail
to perceive the short-term advantages

of understanding treatment options....

BeSci Assumption

Preparation & Action

Schedule an Initial Medical
Consultation

"“ ” |5

i

E{ﬂ‘ 1 '.

Schedule an Initial Medical
Consultation

@
Lack of Urgency: Belief that

consultation can be delayed without

immediate consequences. [Motivation]

Observation

®

Hassle Factor: Perception that finding
and scheduling with a specialist is

inconvenient or frustrating. [Ability]

Quote L 2

®

Fear of Failure: Anxiety about
discovering a serious condition or

facing diagnostic uncertainty....

Quote L 2

Barriers to Progress

Attend the Consultation

Attend the Consultation

@

Fear of Negative Feedback: Woarry
about receiving critical or unfavorable
diagnostic news. [Motivation]

BeSci Assumption

Hassle Factor: Challenges arranging
transportation or preparing required

documents. [Ability]

BeSci Assumption

@
Lack of Social Support: Lack of

encouragement or assistance from

family or peers to attend the...

BeSci Assumption

Action = Maintenance

Commitment and Long-term
Self-care

Commitment and Long-term
Self-care

Action-lmpact Gap: Difficulty
perceiving the long-term benefits of

maintaining treatment. [Motivation]

BeSci Assumption

Forgetfulness: Missing doses or follow-
ups due to lack of habit or routine

disruption. [Prompt/Attention]

Quote L 1

Hassle Factor: Adherence to treatment
{e.g., medication schedules) feels
burdensome. [Ability]

Quote L1



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

Try Pitch

OPPORTUNITY
POINT

Design Intervention

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).
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Behavioral
Journey:
Rheumatoid
Arthritis Patient

OPPORTUNITY
POINT

What data support this
action?

Law

A-B-C

Every behavior (B) is prompted by an
activator (A) and influenced by the
consequences (C) associated with it.

Try Pitch

Prompts (external and internal):

Recognize the Need for
Treatment

Precontemplation - Contemplation

gnize the Need for
tment

Recognize the Need for
Treatment

&

Ostrich Effect: Denial or avoidance of
negative information due to fear of

confronting serious issues....

ation

Personal Belief (Cost/Effort):
Perception that understanding

symptoms requires excessive time or...

Quote s 1

=
Lack of Tools/Equipment: Absence of
reliable sources or tools to evaluate

symptoms accurately. [Ability]

s
©
Early Identification of RA: Recog g

symptoms early could lead to quicker

diagnosis and treatment, which can..
Quote L1

@

A4

Increased Awareness: Gaining insight

into RA symptoms allows for more

informed future decisions about health.

Quote 1

or Fear: Realizing potential
health iss

Informatio
symptom

Learn About Treatment Options

cial Influ
from friends or family

Learn About Treatment Options

Ambiguity Effect: Avoidance of
decisions or actions due to uncertainty

about outcomes. [Mativation]

Lack of Prompts: Absence of external
cues encouraging users to continue

researching treatment options....

Quote L 1

Lack of Immediate Benefits: Users fail
to perceive the short-term advantages
of understanding treatment options....

@®
Informed Decision-Making: Learning
about treatment options provides

confidence in making informed health...

Increased Motivation: Understanding
that RA can be managed with proper
treatment might motivate the user to...

Overwhelming Information:
Encountering comples

Fear of Treatment
ding al
medi

Quote

Schedule an Initial Medical
Consultation

Preparation = Action

Schedule an Initial Medical
Consultation

Schedule an Initial Medical
Consultation

Lack of Urgency: Belief that
consultation can be delayed without
immediate consequences. [Motivation]

tion

Hassle Factor: Perception that finding
and scheduling with a specialist is
inconvenient or frustrating. [Ability]

Quote L 2

Fear of Failure: Anxiety about
discovering a serious condition or
facing diagnostic uncertainty....

Quote L 2

o

@

Increased Likelihood of Diagnosis:
Booking a consultation brings the user

closer to understanding th

oy

L4

Reassurance: Taking steps to see a
specialist may relieve some uncertainty

about symptoms and provide a sense...

Appointme
potential

consulta

Scheduling Barriers: Difficulty finding
an available appointment or
dinating with personal schedules...

Attend the Consultation

Confirmation

Action

Attend the Consultation

Attend the Consultation

Fear of Negative Feedback: Worry
about receiving critical or unfavorable
diagnostic news. [Motivation]

Lack of Social Support: Lack of
encouragement or assistance from

family or peers to attend the...

Diagnosis and Treatment Plan:
Attending the consultation provides

access to professional guidance,

@
Peace of Mi Meeting h a doctor

can clarify uncertainties, reducing

anxiety and increasing confidence in...

ving
A can be daunting

aurage follow-up or |

Time and Effort
appointments
commitmen ich may lead

Commitment and Leng-term
Self-care

Action = Maintenance

Commitment and Long-term
Self-care

Commitment and Long-term
Self-care

3

Action-Impact G fficulty
perceiving the long-term benefits of
maintaining treatment. [Motivation]

Forgetfulnes: ing doses or follow-
ups due to lack of habit or routine
disruption. [Prompt/Attention]

Quote L 1

Hassle Factor: Adherence to treatment
(e.g., medication schedules) feels
burdensome. [Ability]

Quote 4 1

Informed Decision-Making: Learning
about treatment options provides

confidence in making informed health...

Increased Motivation: Understanding
that RA can be managed with proper

Overwheli
Encountering co:
information about RA may

Fear o
Reading ab
RA medications could increase...

Journey map

PROMPTS

triggers prompt the
behavier ?

makeittoolkit

BEHAVIOR

What does the user do?

Journey map

BARRIER

What prevents people to
make the right decision
and take the desired
action?

makeittoolkit

Journey map

CONSEQUENCE

and delayed consequences
of the behavior?

makeitioolkit

Design Interventions

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.

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

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

OPPORTUNITY
POINT

What data support this

empowering

Explore the

Behavioral Design interventions informed via Make it
Toolkit powered Ideation and Concept Development.

Strategies.
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Behavioural Design Hypothesis

build ongoing social accountability and

If [ we do this] Design treatment

ritualized check-ins

patients who are trying to

among [this user segment] Your target user

maintain their new behavior

sustain their progress and reduce

Expected outcome

then [this will happen]

risk of relapse

because [Of th|$ reaSQn] social reinforcement and

symbolic rewards

Try Pitch
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Other Behavioural Desigh Considerations

2nd Law

B=f(S1,52)

Behavior (B) is influenced by the
interplay between System 1 (fast,
intuitive) and System 2 (analytical,

deliberate) thinking processes.

\4

... In relation to ... understanding the ... In relationship to
both the person type of decision spectrum of

and the involved motivation of the
environment. person
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Ways to Learn More

BUILDING CUSTOMER
EXPERIENCES THAT FUEL
COMPETITIVE ADVANTAGE.

https://www.customercentricllc.com

Try Pitch

Starter Program

Become a
in 30 days, 10
minutes a day.

o g bty gl g mighy o Uopler

People You’ll Meet

o sl gaewd pragrer, snby Tlnmssaads

e e

About this course

Kahneman

Al-powered Behavioral Design
Sprint

) (]
— o | MAKEITBOX |
m Cll Cohort Course (Maven)) C= 5 sessions = —

o oot M it Bahairs Sconce

Al-powered Behavioral
Design Workshop

Designing Behavior, Powered by Al. Inspired by Science.

12 - 26 Aug 2025

Nothing like you have experienced before

y

. Chief Experience Officer, Al Product Designer,
i Save $200 Make it Toolkit Certified Make it Toolkit
Offer ends June 30 Facilitator Practitioner

Special Offer to TheyDo Talk participants $150 OFF
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