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Ideal conditions
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You de5|gn a decent process, |
and people st|II don’t act as. you expected
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Behaviour is not straightforward

Well designed _ X
Drocess ° ® behaviour

Biases and other drivers of behaviour
Well designed behaviour \/

process
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Examples of psychological biases

Loss aversion

[

"I am not going to take that

risk, I might get a negative
performance review if I do so”

Learned
helplessness
4
"My input won't have an

impact anyway so why
bother”

Stereotyping

"As an entrepreneur, I need
to take risks”

Group
attribution

0e®
T

"“She is really not qualified for
this job, just like the rest”

Social norms

3

"We do not escalate around
here, it is not in our culture”

Law of least
effort

"I don't want to work safely
because it takes too much
time”
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Examples of psychological biases

Halo effect
\6/
Y4 I \
"He is such a nice guy! I'm

sure he would never break
the rules”

Dunning-Kruger effect

SE

"I can assess risks well

enough without procedures or
h e /p ”

Cognitive strain Affinity bias

v

"She’s from New Zealand, just
like I am. She’s not a risk”

"This dataset is so time-
consuming, I'm going to find
a more éefficient route”

Projection bias

I@

"T would never break the rules,

Availability heuristic

O

"I've never seen a customer

breaking the rules, so I'm
sure it won't happen”

so I'm sure the customers
won't either”
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The effects of outsourcing on behaviour

Outsourcing
Loss of control Not invented Lack of experienced
P here feedback
N

L

"I don't agree with the strategy

we're using here, but I no longer
have any influence”

Reduced motivation
to be committed

oo’

"I only have a small role in the

process. I don't really care what
happens”

X

"I'm not going to comply with

this process, they didn't take
my situation into account”

Reduced sense of
ownership

1
Te

"I'm not working on this project
anymore. Why should I try to
keep it on the right track?"

"I can't get on with my work until

I know where we are, but I'm not
well informed”

Ingroup favouritism

"The people who took over my
responsibilities can't do anything
like this."
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Regulatory perspective on
behavioural insights

« Regulators often *build upon’ the effectiveness of
processes in regulated entities (sound operational
policies)

* Due to the fact that people are imperfect, not fully | ) N YA
rational actors, the outcome of processes is not always < N/ Y A —
as we expect it to be N E ~ -

 Therefore regulators should not have unlimited
confidence in the working of processes

« Understanding the effect of behaviour is key
* A thorough understanding of behavioural patterns and

drivers will help prevent future issues in regulated
entities
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A Behavioural Insights Scan: the Core Engagement Loop as

approach

2,

'[ actions & resources] ‘o,
“‘ "0
( C * %

<
4 "

N ’
( motivation ] K %
@' : <4
4
;3’( employee ] [ challenge ) [ rules ]
\J
\d -
& - ~
N . -
" »
* .~
[ goal | . @ K
L 4 Q~
L 4 \d
O" “

‘$
[ feedback & progression ]A
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How is a Behavioural Insights Scan conducted?

Confidential conversations

Shadowing and observations of meetings

Desk research

Key take-outs from interviews
and observations

!

308 [
> N
Identify key Complete the

obstacles and employee core

triggers engagement loops
and employee
journe
® ] y
o2

Link to behavioural
science

v' Completed core engagement loops
and employee journey map

v' Overview of key obstacles and
triggers linked to relevant behavioural
insights

v Recommendations for behavioural
change

v' Validate findings in workshops

|
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Example Core Engagement Loop

Employees need to assess

Bankers and There is no whethef to accept a customer,
analysts are common there is insufficient internal
intrinsically acknowledgement challenge
motivated to of why the task
support customers needs t%Ete carried @

. "[ actions & resources] ‘e, Rules are extensively
o Yo defined for the different

S 04
< R

( motivation ) )

g
A
A
L J
* N
* -
=
2 4

(’( employee ] [ challenge ]

Prevent the bank from being misused for - ;
* g - ‘ There are different
% N
" ~Q
* 2 2

roles and are
documented clearly

money laundering and terrorist financing Sl
by a good assessment of customer risks guidelines for employees

that have to work
( goal J K together. It is unclear
% , & where to find the rules

There are conflicting goals. ‘e,

‘$
Example: quickly onboarding [ feedback & progression ]A
new customers conflicts with
the goal of a thorough due
diligence process There is little transparency
about the progress and quality
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Example of a nudge developed to improve the AML proces
Concrete nudge used in AML processes

Know Your Colleagues

) N | i o N v" Visualising who you are talking to
0 Every team member recognizable by name and image o he status of the CDD f ogress update). . .
I makes communication more personal
v" Visualising the progress of the file
w/ei( ﬁ ,—{QE( @u—- prevents unngcessary requgsts for
< updates and increases the involvement

iah Abar Fumio Aoki Jane Farley Isabis Hadlee Pete Graham Fahrid Axton

of both parties

Last update - Jane Farley: “Just collected final files. Will finish tomorrow.” | /’

e v" Showing the progress of the file

— increases the sense of achieving

something positive
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Applying behavioural science
in your approach to
regulation

« Incorporating behavioural insights can improve your
approach to regulation, e.g. by making it more
forward-looking

« Experiment & learn (with the sector)

« Publish results + good practices

Sli.do: #TaxComply15



ANZSOG @ samhoud|consultancy
Thank you.

>
“
-“

Scan the QR code to read more on &samhoud’s
innovative approach to incorporating behavioural
insights.

And follow us on LinkedlIn to stay up to date.

pre
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e — . 1 Sli.do: #TaxComply16



ANZSOG @ samhoud |consultancy

through the behaviour of
people
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