Marketing Masterclass:
Leveraging Behavioral Science
to Craft Irresistible Campaigns
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The brain doesn’t like logical,
rational, conscious thinking — and
will take any shortcut it can.

— Daniel Kahneman, “Thinking, Fast And Slow”

@I-“BT @nharhut

%%%%%%%%%%



Decision Making Shortcuts

Hardwired, evolutionary impulses
*Once kept us alive
*Now get us through the day
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It’s not about how we think,
but how we feel
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Behavioral Science

Emotions drive our decisions
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Emotion

— Antonio Damasio
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There’s a reason they call them gut-wrenching. The decisions you make determine
whether people stay employed. Whether shareholders revolt. And whether your company complies with
federal regulations. No wonder making them can tie you up in knots.

There's a reason they call them gut-wrenching. The do jo mibe desmmne

The antacid fOI’ P el S o s e

Fapecisly muabing them without gond scorm s all dhe indormatum yrw woed

That's why yom ooesd Coagrn, an IR company. We are the enperts i posformance s agement, delorering

.
the ooy comphot vpem s s sengle plartorm b repertng, assdy i, plinreng, hoes svnmg, cmmdulaton,
a l‘ 0 Ou and soucanding. S0 you can be s you hate ot complete miommation. Unble SAF sad Ovacle, we've
wpent yeaes hoceald swildly om porformance managrment, helping K6 of the Tormune 100 soccoed S0 the next

s powe have o g ferlimg, o N o b the dars o Bk = wp

Prosoed with conficdamen.” Tor fmad sat wwey, vt worw g comfaneacal foday .

decisions.

13% increase in purchase intent
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What it feels like to sit
in 25% fewer meetings.

O slack
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ﬁ Routing #272079021
Menu Login

communitychoice

crecit unsen

Let's
" Connect

Live the life you

dedine
(Smammetl
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Remember:

Use emotion to connect with your

target audience
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Pro Tips

* Show how your product
makes people feel

* Make ‘em feel something and
they connect with you

* “Emotional contagion” = best
to persuade
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Behavioral Science

People are afraid to lose
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Loss
Avers

-
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Order Cathy’s \

gift today, or pay
more! Prices
increase
tomorrow!

MMMMMMMMM

Subject: Order Cathy's gift today, or pay more! Prices increase tomorrow!

Laat Ogy Defors Dross Doreme. Vamonne's Dar 205 40 52 43 OFF! View ma witipe

ProFlowers

Valontine's Day | Bithday | Anniversary | BestSellers | Speciais

A4

® LAST (@&

CHANCE "=

BEFORE PRICES
INCREASE

SHOP NOW
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WE HAVE A FEAR
OF COMMITMENT, TOO

\

That’s why our refund
IT'S OKAY IF YOU WANT TO BREAK UP pOIicy lets you cancel
WITH US. your tickets for a full
o e e o et ot e e e refund through the
e e end of March, no
N i vt e questions asked.

CLAIM YOUR DISCOUNT t J
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ally )i TREH

All Life Money Car Home Bank Invest Trends

All Money Budget Credit Estate Planning Finance Basics Saving Taxes

Customize v

5 Estate Planning Mistakes to Avoid

Share n B m

2 Links to non-Ally websites

A primary goal of estate planning is to
safeguard your legacy after you've
passed. It enables you to leave all of
your hard-earned assets to your loved
ones. However, even the most careful
and well-intentioned person can
stumble along the way. Here are five
estate planning mistakes to avoid.

Editor's Pick

Ally Banksgiving: When a Simple
Call to Your Bank Turns Into a
Big Surprise

Top Posts

1 Moguls in the Making: Mobilizing the Next
Generation of Entrepreneurs

2 The Friendly Con: Don't Be Fooled by Social
Engineering

3 Stash Your Cash: How to Build a CD Ladder
[Video]

4 Ally Banksgiving: When a Simple Call to Your
Bank Turns Into a Big Surprise
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Remember:

Avoid pain beats achieve gain
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Pro Tips

* May not get offer again

* Don’t miss vs Take
advantage of

* Countdown clock
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Behavioral Science
If it’s ours, we feel it's

more valuable
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Endowment
Effect

((((((((

— Richard Thaler
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Simply click [RREEEREEE

before submitting your order. Your

future self will thank you later.

i'e"" '(u ,I’)

The Lot18 Member Services Team
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Please Accept
Your Title Or
Surrender It!

4 We must have

your decision

regarding Prize

Number
ownership!

X P
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Please Accept Your Title Or
Surrender It!

We must have your decision regarding Prize
Number ownership!

Your Decision is Immediately
Requested!

Make sure your $2,500.00 A Week For Life
SuperPrize Number is LOCKED inside our
Winning Number Generator, along with all

other eligible numbers. Prize awarded
December 30th — Guaranteed!
RESPOND IMMEDIATELY!

@nharhut



Preferred Rewards

...combined balances are below the amount required...

In order to continue to enjoy Diamond Tier benefits, your
balance would need to to meet the three month combined

@ kaverage daily balance minimum... J

MARKETING
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Remember:

People are possessive — they don’t

want to lose what they have
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Pro Tips

- Make people feel ownership

* Present most robust service
first

* Remove features from next
choices

((((((((
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Recap:

It’s not about how we think, but how we feel
* Emotion
* Loss Aversion

 Endowment Effect
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Assignment

Write a lead gen email, including subject
line, using Emotion, Loss Aversion, or

the Endowment Effect
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Our choices are less rational
and more reactional
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Behavioral Science
Having an option makes people

more likely to choose
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Autonomy
Bias
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/Do this now:
Create an
income that puts

YOU in charge
S %€ )

. )
It means you have
options when it
comes to travel,
adventure, even
living abroad.

3 J

CHBT

MARKETING

To: Nancy Harhut
Subject: Do this now: Create an income that puts YOU in charge

Dear Nancy Harhut,

In this day and age, it's easier than ever to get paid to live where you want, work the hours
you prefer, and enjoy a real measure of control over your time, your income, and your life.

It's never been simpler to stay in touch from the far reaches of the globe. With good Internet
access and improved infrastructure on the ground ... whole swaths of the planet that were

inaccessible just a decade ago are open for business. Countries once locked down today
boast towns where you can buy fudge and postcards.

It means you have options when it comes to travel, adventure, even living abroad.

The trick, of course, is having a skill that'll allow you to take advantage of this great, big,
accessible world.

And that's what I'd like to talk to you about today.

@nharhut



Open your account today and earn:

500 - $200

Business Advisor Checking® Clearly Better Business Checking”

— 4x, Tulane University

Q|-“3 I @nharhut
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B . @nharhut
Your Century Bank Debit Card -

m-cm,-wwsw

Either way, it’s
your choice.

— BYAF = 2x
Christopher Carpenter
MARRETING Western lllinois University



Remember:

Choices make people feel in charge
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Pro Tips

* Offer clear, finite options

* Use color, position, size to
nudge

* Ask "Would you be willing?”

IIIIIIII
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Behavioral Science

Expectations influence

people’s behavior

@!‘lT @nharhut

AAAAAAAA



Labelin & |
; \f//ﬁbted

15% more voters
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... for career-
minded privacy
professionals
like you.

o

N3 n
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Reserve your space now before it's too late

<<Sam>>, if you want to be part of this

first-ever class, you must act now

Get the skills you need to excel at your job and advance
your career. The Certified Information Privacy Manager
(CIPM) 13 the world's fist and only certification specfically
designed for career-minded privacy professionals like you.

1APP members who manage privacy operations have been
cdamonng for practical tools and actionable insights — and
this class delivers. There's a training session in your area
next month — but it's filling up fast. Dont muss out.

Get class detads and register

View 00 3 mobile device. View on & browser

-

Class includes
FREE CIPM
textbook

(a 365 value)

RESERVE YOUR SPOT

WHEN
Tuesday, May 7
Fam.-5pm.

WHERE
Convene Convention Center
Midtown West
810 Seventh Avenue
New York, NY 10019

Noun ldentity Effect
Be a voter vs Vote, 11%
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Why This Offer Is Reserved For You

$200 One-Time Cash Bonus

This credit card offer is only sent to a well-qualified group of people.
You meet our initial criteria, and your application is moralikely to be
approved for this Capital One Quicksilver offer. For m?re‘fj}ﬁg'g?/ \
eligibility requirements, see the back of the second page of your

... offer only

sent to a well-
qualified group

@ of people

1.5% Cash Back

Apply now by scanning your QR Code or visiting getmyoffer.capitalone.com

@"IIBT @nharhut
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Two Types of Sales People )

I have worked with hundreds of sales people, both as '
employees in previous management jobs and now as -
independent contractors selling merchant services. Many

books are out there about the different types of sales

people. Some compare them to types of animals or different
personality types. Today I want to talk about the two sales :

approaches into which every sales person with whom 1|

have ever worked can be identified.

@I‘IBT @nharhut
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Remember:

Use labels that trigger the

desired behavior
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Pro Tips

* Reinforce how target wants to

be seen (ex: savvy saver) HELLO |
my name is

* Get target to think of
themselves differently

* Label must not be
objectionable

@I-“BT @nharhut
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Behavioral Science
We respond to the source

of the information
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Authority
Principle

AAAAAAAA
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TRUSTED AND TESTED BY THE U.S. SKI 'I‘EAM}
7
SHOP ALL U.S. SKI TEAM APPAREL
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l{oc K LA N D Where Each Relationship Matters®

BANK —

/“Highest Customer
Satisfaction with Retail
Banking in New England” ‘ You should like your

according to J.D. Power . banking relationchip.

CHBT
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MARKETING

ECOM

MERCE OPTIMIZATION
CHECKLIST

110 Point

ECOMMERCE
CHECKLIST

with 110 testing ideas for
any ecommerce website.

First Name *
Email *

GET YOUR CHECKLIST

@nharhut



Remember:

People defer to experts

@!-“BT @nharhut
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Pro Tips

* Celebrities, publications,
associations, institution age

* Clothes, props

* Create expert content using
Information Gap Theory

(((((((((
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Recap:
Our choices are less rational and more

reactional
* Autonomy Bias

» Labeling
» Authority Principle

@l-“BT @nharhut
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Assignment

Write a social media post using
Autonomy Bias, Labeling, or the

Authority Principle

IIIIIIII
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We rely on auditory cues

@!TllgT @nharhut



Behavioral Science
People respond to reasons

before they process them
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— Ellen Langer, Harvard

@I-HBT @nharhut
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try us for 9 bucks because my dad loves us

Try us for 9 - il
bucks because To nhamul®me

Reply-To winealithetime@wineawesoment
my dad loves us
.

We really think we create a truly awesome wine club, but don't take our word
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BrooklineBank

P.O. Box 470468, Brookhne MA 02447

Because of V°“’_ YOUQUALIYFOR
OUR VERY BEST!

current
relationship with zormast
Brookline Bank, B e LU
you qualify for the Decomeme: |
best we have to g‘k?&féﬁlé%“éé‘é"émmﬁo”&m m.f..i.':..."é‘i ?.‘.“’?'3'&“ ﬁ&m o5
account matmmlmommanmmdbmﬁngmm
Qﬁer' / « Free ATMs, nationwide. You'll never need to think about ATM fees again — use any
ATM in the United States for free.”

« Free check orders. Order our standard check style at no charge or receive a $15
discount on other orders.

CHBT
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After a decade of
research on two
continents...

-

llllllll

Burger King's New French Fries Took Ten Years fo

| NEW FRENCH FRIESTT

l After. a decade of research on two continents, BK is rolling out new crinkle-cut fries.

$ . S 22
- s
‘ . |

\

Input Bias
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Remember:

Include because / the reason why

to trigger compliance
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Pro Tips

* Since/As a result/So WHYDS Fien
e o ciil w= WHE, *WY
« Admit deficits to highlight 2 THYDS
strengths (Ex: We're small so we can mm"?;sﬁw
be more nimble) ' a;w;?
. L L — WHY"
* Raise objections to dismiss ggv'\
them (Ex: We don’t have lots of ATMs, —
So we don’t charge you to use others) ‘ #’M h
— ¥
WHY2 =2 5
“wawe

@|-“3T @nharhut
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Behavioral Science
We’re influenced by first mentions

and familiarity
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Anchoring

Gl ¢ S A
- AR R

9 =50; 140 = 67
Strack & Mussweiler
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Earn more than the national average™

COMPETITIVE
RATE!

4.25%

AMERICAN EXPRESS

CHBT

043%

NATIONAL RATE
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Sublect: [All gifts doubled] 7 kids a minute
Reply-To: 2 Ca .29

e
b4 Covenant House

(57,530 kids have
been forced from

§7.530 kids have bean forced from their homes since Oct. 1

their homes since Your gift DOUBLED to slow the count >>

vy — o

By the time you finish
reading this email

Oct. 1
\

more kids in America
w:'l become homeless.

—  DOUBLE MY GIFT TO HELP  se—

CHBT
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Sutpect Froe Quote, No Exarn New ow rates o save you @ to P0%

——

€ FIDELITYLIFE™

CHEAPER THAN A
CUP OF COFFEE A DAY!

Get term life coverage starting at $9/month

o0 W NGX COMpAey MEDSSA WeT) 00 T e FRLTINOR [XICR YOU Ty CRNON &1 Y
PO W Do 35-Say money DAtk Pariad and retaive & Wl ehund

Rawn W S WIS B000 B WBN WTR Dased O Deal SRS Bvinete W0 3w Suddutee wh
SOty setoec Srafts Rales et 10 udeferting 8 e e Qusrertsed. O feeng
CEsMeL W JErOte 4 COMIEGE MTOLITE M9 va et Mt Seve et aunded L Te
SRR AN RS TOS FEUEE OMTOE SNSAT) LS kTt CONIRN Mrusons
WSO, AaRCNg Of Sereis and tres b heepng Tuen & drme For comyg (S0 802
Sanatn. ConaCT g Pdwity L Asgresersatve
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Remember:

Lead with higher rates,

link to easy numbers

@!-|T @nharhut
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Pro Tips

- Standard rate followed by L“"T”I

discountedrate |

*“Seen elsewhere” at

higher price/fee - W“‘$§.§£‘.!'§;;£;aff"' -
*Add a most expensive R
option to boost sales of the  \_7sio-"1005--325631--01_/

midrange option
@I-“BT @nharhut
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Behavioral Science
Descriptions trigger

default decisions

@!-|T @nharhut
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Framing
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@0@ LOTTERY INSTANT CASINO SPORTS WINNERS LEARN)

WHEN YOU PLAY, ONTARIO WINS

100% of profits go back to Ontario.
So when we play together, we win together.
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America’s Most Convenient Bank®
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MARKETING

oL e < m : & American Arfowms, 0o . 0 th

Legne - frgen -

T
AmericanAirlines g pantrovel  Travel Information _ AAdvantage ‘@

The Gold Floor
* experlence avvalts

R

Book flights My trips / Check-in Flight status

Onewsy  Round trip + hotel Use award mies

Stanford University
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Remember:

Get people to see things in a

different way

@I-|T @nharhut
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Pro Tips

* Select words that favor your
position

* Pick comparisons people can

relate to (ex: compounding interest is
like earning interest on your interest)

* Make the unfamiliar familiar

@I-"BT @nharhut
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Recap:

We rely on auditory cues
* Reason Why
* Anchoring

* Framing

(((((((((
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Assignment

Write a referral postcard using Reason

Why, Anchoring, or Framing

@!‘lT @nharhut
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People earn money, but they
don’t “get” money

@I-“BT @nharhut
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Behavioral Science
People discount the value of

distant payoffs
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THEINITED STATES OPAMERK N

S ST
OPAMERICY

@ :

e et 7

LS OO IO O
S THELNITE D STATES
',A ~

Present

, i.,',!:J..:l L &

juin

— X
B T e T T T

Focus Bias =
26y °
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WE ASKE
T“ffuTuRE%ll
iFYOUWANTED
MORE VONEY.
Yol SAD YES.
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Qommencement is
just around the
corner — can you
picture yourself on
the stage?

! g
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Apply now - term starts 4/30

Commencement Is just around the corner — can you picture yourself
on the stage?

With SNHU's 100+ gradunie degree progm flexible class schedules
and some of the lowest htion rates In the nation, there's never boen a
better time 10 achieve your goals. Here's what a degree from SNHU can do
for you

¢ Take advantage of carearfocused peograms for in-demand flelds
such as business, lachnoiogy and healthcare

® Those with a master's degree earm neardy 20% more per woek than
a bachelor's degree holder*

® Master's degree hoiders are less likely 1o be unemployed

@nharhut



How to avoid one of the bigger mistakes with
work retirement plans

/Think about yourself. Even™\
juggling many financial
commitments, you still

67 percent of people regret not doing this

In a recent Insured Retirement Institute survey', 67 percent of responders said they
wished they joined their work retirement plan earfier,

an Early Start*

Choose When and Where to As this chart shows, someone who

starts early can Invest less and
still accumulate more in his or her
spe nd your money. Do you o s283,523 retirement plan at work, because
By oge 67 there's more time for the savings to
. grow.
want retirement to change
&h at? ‘;—“m;'-" Mx-‘lrar That’s why you should sign up today
H $34.000 $72.200

Think about yoursell. Even juggling many financial commitments, you still choose
when and where to spend your money. Do you want retirement to change that?

START SAVING TODAY

Don't make the mistake of waiting. Sign up for your work
retirement plan today.

@I-“BT @nharhut
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Remember:

Build a bridge between the

present and future self

@!‘lT @nharhut
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Pro Tips

* Highlight immediate value (Ex:
IRA = current tax advantage + future $)

* Use present focus language
(Ex: In just minutes, you can enroll)

 Consider age progression

software (Ex: Merrill Lynch,“Face

Retirement,” 1 million users, 60%
response)

@I-"BT @nharhut
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Behavioral Science

People forget money is fungible

@!-|T @nharhut
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Mental

@I‘IBT @nharhut
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Organize using buckets.
Set money aside for what matters to you. All in one

$400

Divvy up your savings without multiple
bank accounts or hard math.

@I’IBT @nharhut
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" Save up to A
$400 with
your tax

\_ refund p

CHBT
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Save up to $450 with your tax refund

sQatva

'
_ = | ..
il

-——

Invest your refund wisely.

@nharhut



Maximize returns
on your ‘safe money’.

If you're keeping cash in a traditionally sate place ke a L 1) or a savings account, you might
be leaving money on the table. Gainbridge offers a deferred annuity that protects your

principal and gives you a higher rate that’s guaranteed for your investment term.

Guaranteed Rates. Guaranteed Returns.

@I-"B I @nharhut
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Remember:

People think about their money

in categories

@!-|T @nharhut
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Pro Tips

» Suggest saving/investing
“windfalls” P

¢ Create SpeCiaI, named 12 49 69 12 55
accounts (ex: Christmas Club) IH“I“"I“HN"M

* Encourage saving for

education and retirement

CHBT
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Behavioral Science
People equate size and position

with amount

@!‘lT @nharhut
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Magnitude
Encoding $5 $5

Effect

CHBT
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$4,000.00

$4,000

54000

Four thousand dollars

$3999

CHBT
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$4:600 $3,750
$4;000 $3,750

- UConn, Clark University

@l-“BT @nharhut
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$400 ... $350

$400 ...... $350

CHBT

MARKETING



Remember:

It’s not just the number, it’s how

it’s perceived

((((((((
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Pro Tips

- Make earnings look big and
fees look small

* Low on page vs. high on
page

 “Charm prices”

$34, $39, $44 — MIT, Univ. of Chicago
24% inc. in sales
— Priceless, Wm. Poundstone

@"“31- @nharhut

MARKETING



Recap:
People earn money, but they don’t “get”
money

* Present Focus Bias
* Mental Accounting

» Magnitude Encoding Effect

@HBT @nharhut
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Assignment

Create a poster encouraging people to
open an IRA using Present Bias, Mental

Accounting, or Magnitude Encoding

@I‘IBT @nharhut
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Behavioral Science

1. It’s not about how we think, but how
we feel

2. Our choices are less rational and more
reactional

3. We rely on auditory cues
4. People earn money, but don’t “get” money

@!‘IT @nharhut
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Nancy Harhut

Usmg .....

Behavnoral
Science in
Marketing

Drive customer action
and loyalty by prompting
instinctive responses

CHBT

“The strategies outlined in
this book will have an
immediate impact on your
marketing campaigns and a
massive impact on your
bottom line.”

- Jeffry Pilcher, The Financial Brand

@nharhut



THANK YOU! [yl

FREE Cheat Sheet ii!

Nancy Harhut

Chief Creative Officer $ e 3o, "":;; o
nharhut@hbtmktg.com i o33 ‘7&:}24:”. i’:‘fz;{

@I’IBT o Nancy.Harhut @ @nharhut @ Nancy Harhut
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