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“It turns out that the environmental  

effects on behavior are a lotstronger  

than most peopleexpect”

Daniel Kahneman
2002 NobelPrize in Economics

“Nudge is anyaspect of the choice

architecture that alters people’s 

behavior in a predictable way without 

forbidding any options or significantly 

changing their economicincentives”

Richard Thaler

2017 Nobel Prize inEconomics
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Two key contributions from behavioural insights

Behavioural Insights can provide

very  cost-effective solutions to 

improve  public policies and

programmes

Evidence-based policy, based 

on robust  evaluation, can help to

find out what works,  what 

doesn’t and why
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Nine out of ten people with a debt like yours, in your area, pay 

their tax on time…



Late taxpayers paying their taxes

33.60%

35.10%

35.90%

37.20%

39.00%

Control
(8,558)

UK Norm
(8,300)

Local Norm
(8,403)

Debt Norm
(8,779)

Local + Debt
Norm (8,643)
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• In NSW, a person can 

seek protection from 

domestic violence by 

applying to a court for an 

ADVO.

• However, 18 per cent of 

domestic violence defendants 

fail to attend court.
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Text messages tested

Name Message

Control
You have an appointment with Dr [XXXXX] in [Clinic XXXXXX] on [Date] at [Time].

For  enquiries, call 8382-3150. Do not reply.

Aggregate loss 

tohospital

Last year the hospital lost $500,000 due to lost appointments.

Loss to hospital If you do not attend the hospital loses $125.

Loss to patients If you do not attend the hospital loses $125 that can be used to treat other patients.

Avoided loss to

hospital

If you attend the hospital will not lose the $125 we lose when a patient does not

turn  up.

Avoided loss to

patients

By attending the hospital will not lose the $125 that we lose when a patient does

not  turn up. This money will be used to treat other patients.

Free not to

attend

You are free not to attend but please call us on 8382-3150 if you need to cancel

or  rearrange.

Recording
Please attend or call 8382-3150 to cancel/rearrange, or we will record as a

missed  appt.



Proportion of missed outpatient appointments

14.60% 14.40%
13.80%

12.90% 12.80% 12.80%
11.80% 11.60%

Free not to
attend

Control Recording Aggregate Loss to
patients

Loss to
hospital

Avoided loss
to patients

Avoided loss
to hospital



The original notices were hard to understand



Intervention: Redesigned the standard letter and 

attachments
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No matter who you are, whether you are selling

soap or shampoo, whether you are a

government looking after the welfare of

citizens, or an agency promoting financial well-

being and better health, you are in the  

business of changing people’sbehaviour.

- DilipSoman
Professor of Marketing, University of Toronto

Canada Research Chair in Behavioural Science
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“The first misconception is that it is 

possible to avoid influencing people’s 

choices.”

- Richard Thaler

2017 Nobel Memorial Prize in Economics



The Behavioural Insights Team (BIT) and the FWC

• Increase the proportion of enterprise 
agreement applications that are 
complete and compliant on lodgment

• Reduce unfair dismissal applications 
lodged out of the 21 day time limit and 
ensure applicants who have lodged 
out of time are aware of potential 
outcomes

• Build behavioural economics 
capability within the Commission 
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Contact details

chambers.ross.j@fwc.gov.au

mailto:chambers.ross.j@fwc.gov.au


Thank you


