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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”
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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

@!-IIBT @nharhut
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Behavioral Science

Emotions drive our decisions

!!!!!!!!!
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Emotion

— Antonio Damasio

@!T!I}T @nharhut



There’s a reason thcy call them gut-wrcnching. The decisions you make determine
whether people stay employed. Whether sharcholders revolt. And whether your company complics with
federal regulations. No wonder making them can tie you up in knots.

There's a reason they call them gut-wrenching. The demoss ros mabe decmmine

o
whother poople atay omplopsd. Whether shamholdons sovnlt, And mhether your company complive with
‘ an a‘ 1 O I federal regulatwns. No wonder making thems can te Yoo up m knoo.

Fapecially making them witham qunh sccrw s all the infumeation you nenl

Thae's why pems mona! Congrrm, an I conmgrons. Wi see thee raperts sm peafiemance aesgeosnt, Jebivering

.
e cnls comploss apstoe un 3 veghk plathorm foe scportag, analys, plansng, forccsmmg, comobdacem,
wnd sovmenarding, So o cas be sy yow have ssat, complets mbeamaten, Labbe SAP ol Ovade, we'vr
apent pears Socwncd sedely om porformance s agement, fping $6 of the Formeme 100 ssccond. Ser thw vt

o yomt have o et Socte, o 11 abeo v the s so ok boup.

Froceed with confidence.” Te Sod vun sy, viait ww.copnos comlantacid soadas,

decisions.
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13% increase in purchase intent

@HBT @nharhut
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What it feels like to sit
in 25% fewer meetings.

® slack

@l‘IBT @nharhut
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%

communitychoice

crecit unicn

O Let's
" Connect

SHBT
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Live the life you

dedine
( Explore Cholce .“rp ’

Routing #272079021

Menu

Login

@nharhut



Remember:

Use emotion to connect with your

target audience

@I‘IBT @nharhut
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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

AAAAAAAA
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Behavioral Science

People are afraid to lose

@!‘IBT @nharhut
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Loss
Aversion

ARKETING
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Order Cathy’s
gift today, or pay
more! Prices

increase PI‘OF]OWCI‘S‘
tomorrow!

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

Laat aay Dafore pAces Incraase: Vitlenting's Ogy QS 4D 10 45% OFFT View as waboags

Valentine'sDay | Bithday | Anniversary | BestSellers | Specials

LAST (&5

CHANCE “&F

BEFORE PRICES
INCREASE

SHOP NOW

AAAAAAAA
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SHBT

MARKETING

WE HAVE A FEAR
OF COMMITMENT, TOO

IT'S OKAY IF YOU WANT TO BREAK UP
WITH US.

You won't hurt our feelings; we value honesty over ghosting us. That's why
our tefund policy lets you cancel your ticket for a full refund through the end
of March, no questions asked.

So, in the sprit of the hobday tomorrow, take $100 off All-Access passes
and know that we won't judge If you change your mind. We've got 100
discounts 1o give away 50 go and get ‘em. Offer expires Friday, February
15th at 11:59 PM EST

\

That’s why our refund
policy lets you cancel
your tickets for a full
refund through the
end of March, no
questions asked.

CLAIM YOUR DISCOUNT : )

@nharhut



ally.com FollowUs Vv

All Life / Car Invest Customize v

All Money Budget Estate Planning « 1 Saving

Editor's Pick

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

sware |8 I 4 I

CZ Links to non-Ally websites TOp Posts

A primary goal of estate planning is to Moguls in the Making: Mobilizing the Next
safeguard your legacy after you've -~ Generation of Entreprencurs

passed. It enables you to leave all of The Friendly Cor: Don't Be Fooled by Social
your hard-earned assets to your loved Engineering

ones. However, even the most careful
and well-intentioned person can
stumble along the way. Here are five

estate planning mistakes to avoid. 1 Ally Banksgiving: When a Simple Call to Your
' Bank Turns Into a Big Surprise

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

SFIBT
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Remember:

Avoid pain beats achieve gain

@!‘IBT @nharhut
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Pro Tips

* May not get offer again

*Don’t miss vs Take
advantage of

* Countdown clock

ARKETING
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Behavioral Science

If it’s ours, we feel it’s

more valuable

@I‘IBT @nharhut
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Endowment

Effect lmﬂ

!!!!!!!!!

— Richard Thaler

@nharhut



Simply click [ ERERESEE

before submitting your order. Your

future self will thank you later.

@l'“;T @nharhut



i
Please Accept

Your Title Or
@urrender It!

) We must have

your decision

regarding Prize

Number
ownership!

% P

4/

CHBT

MARKETING

Please Accept Your Title Or
Surrender It!

We must have your decision regarding Prize
Number ownership!

Your Decision is Immediately
Requested!

sz 50000AW '

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



MARKETING

BANK OF AMERICA ’
Preferred Rewards
e \b . :

mation about your
- - N

Diamond tier
benefits and
rewards include:

...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

average daily balance minimum...

>

@nharhut



Remember:

People are possessive — they don’t

want to lose what they have

@I‘IBT @nharhut
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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

@!-HBT @nharhut
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Assignment

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

the Endowment Effect

@l‘IBT @nharhut
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Our choices are less rational
and more reactional

@!-HBT @nharhut
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Behavioral Science
Having an option makes people

more likely to choose

@I‘IBT @nharhut
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Autonomy
Bias

@I‘“BT @nharhut
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~

Do this now:
C reate an ;:bl;iactncyol;?’r‘?;n now: Create an income that puts YOU in charge
income that puts

YOU in charge Dear Nancy Harhut,
N 99 ) |

In this day and age, it's easier than ever o 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 means you have 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
o ptl Ons Whe n |t inaccessible just a decade ago are open for business. Countries once locked down today

boast towns where you can buy fudge and postcards.

comes to travel,

adventure, even
A~ The trick, of course, is having a skill that'll allow you to take advantage of this great, big,
living abroad. accessible workd.

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

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

@I‘IBT @nharhut
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Open your account today and earn:

500 - 5200

Business Advisor Checking® Clearly Better Business Checking”

— 4x, Tulane University

QI‘“B I @nharhut
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Your Century Bank Debit Card -

Justlike cash - except ts better!

[

Either way, it’s
your choice.

— BYAF = 2x
Christopher Carpenter
MARRETING Western lllinois University

@nharhut



Remember:

Choices make people feel in charge

@I‘IBT @nharhut
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Pro Tips

* Offer finite options
- Make options clear

* Use color, position, size to
nudge

AAAAAAAA

@nharhut



Behavioral Science

Expectations influence

people’s behavior

@I‘IBT @nharhut
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abelin & |
~eneing \f//%oted

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

o

%

MARKETING

Reserve your space now before it's too late

iapp

FLArTRLONN BRROCEDON
of prvacy professoneis

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

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) is the world’s first and only certification specifically
designed for career-minded privacy professionals like you.

IAPP members who manage privacy operations have been
damoning 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 miss out.

Get class details and register

View on & mobile device. View on a browser

~

FREE CIPM

textbook
(@ $65 value)

RESERVE YOUR SPOT

WHEN
Tuesday, May 7
9am.-S5Spm.

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

Noun Identity Effect
Be a voter vs Vote, 11%

@nharhut



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 m ikely to be
approved for this Capital One Quicksilver offer. For mzjﬁw \
eligibility requirements, see the back of the second page of your
... offer only
1.5% Cash Back

sent to a well-
qualified group

of people
Ca@ \ PeQp /

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

@I‘“BT @nharhut
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Two Types of Sales People

| 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 |

have ever worked can be identified.

@I‘IBT @nharhut
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Remember:

Use labels that trigger the

desired behavior

@I‘IBT @nharhut
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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

@!-HBT @nharhut
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Behavioral Science

We respond to the source

of the information

@I‘IBT @nharhut
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Authority
Principle

AAAAAAAA
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i
TRUSTED AND TESTED BY THE U.S. SKI TEAM 2> ‘
7 |

SHOP ALL U.S. SKI TEAM APPAREL

@I‘“BT @nharhut
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Imc K LAN D Where Each Relationship Matters*

BANK —

“Highest Customer
Satisfaction with Retail

Banking in New England” ‘ You should like your

. bankingretationchip.
according to J.D. Power s
— Highest Customer Satisfaction with
Reta 1q in New England
according to J.D. Power ;

SHBT

MARKETING



' 110 POINT 110 Point
oo st ECOMMERCE ’
020 CHECKLIST

with 110 testing ideas for
any ecommerce website.

First Name *
Email *

GET YOUR CHECKLIST
@nharhut
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Remember:

People defer to experts

@!‘IBT @nharhut
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Pro Tips

* Celebrities, publications,
associations r

\

A
\ |
\ |
* Clothes, props \ /

// ( ‘

» Longevity of institution

@!-IBT @nharhut
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Recap:
Our choices are less rational and more

reactional
* Autonomy Bias

 Labeling
* Authority Principle

ARKETING

@nharhut



Assighnment

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

Authority Principle

MMMMMMMMM
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#3 («

We rely on auditory cues

i"‘? Lo
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Behavioral Science

People respond to reasons

before they process them

@I‘IBT @nharhut
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Reason Why
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— Ellen Langer, Harvard

@nharhut
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try us for 9 bucks because my dad loves us
Try us for 9 From Dale Slear Co-founder of Wine Awesomeness

bucks because To rharmu@me.com
my dad loves us

Reply-To wineallthetime

o

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

@l‘IBT @nharhut
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BrooklineBank

P.O. Box 470469, Brookline MA 02447

Because of Y°l"_ YOUQUALIFYFOR
OURVERY BEST!

current
relationship with 20parer S
Newton, MA 02459-2673

B roo kl | ne B an k y [T B e U DT U S O U AR U
you qualify for the Dear Catherine,

Bacause of your current relationship with Brookline Bank, you qualify for the best we have to offeit

best we have to PREMIERACCESS Checking with no monthly maintenance fee. It's our top-tier checking
account that provides customers like you with an elevated level of banking service, including:
foe r. ' « 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.

SFIBT
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Bumerl(ingsllawfmchfries Took Ten Years to

f

After a decade of
research on two
continents...

N

| NEW FRENCH FRIESTT

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

AAAAAAAA

s & 3
A 3 175

R - |
.. ¥ .

Input Bias

@nharhut



Remember:

Include because / the reason why

to trigger compliance

@I‘IBT @nharhut
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Pro Tips

- Since/As a result/So WHYD S Fien
. - L cAHM we= WS "TDY
- Admit deficits to highlight N VEE
mmmw

strengths (Ex: We’re small so we can
be more nimble)

W

TSRV

LT
§WIIY=
\EEES

-

» Raise objections to dismiss

them (Ex: We don’t have lots of ATMs,
So we don’t charge you to use others)

@I‘“BT @nharhut
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Behavioral Science
We’'re influenced by first mentions

and familiarity

@I‘IBT @nharhut
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9 =50; 140 = 67
Strack & Mussweiler

@!-HBT @nharhut

ARKETING



Earn more than the national average™

COMPETITIVE
RATE!

@)
4.25% (043%
| APY’ a APY™
AMERICAN EXPRESS NATIONAL RATE

@I’“BT @nharhut



Subject: (AN gifts doubled] 7 kids a minute
Reply-To: news @ covenanthouse o

=3
b4 Covenant House

(57,530 kids have )
been forced from

§7.530 kids have been forced from their homes since Oct, 1

th e i r h o m es s i n ce Your gift DOUBLED to slow the count >>

e

By the time you finish
reading this email

Oct. 1
o

more kids in America
w:'l become homeless.

—  DOUBLE MY GIFT TO HELP

SHBT

MARKETING
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L
Sutyect: Free Quote, No Exarn. New low rates can save you 0 10 T0%
30 DAY ey bk puarantee

€ FIDELITYLIFE

CHEAPER THAN A
CUP OF COFFEE A DAY!

Get term life coverage starting at $9/month

2 GET MY FREE GUOTEI »

1 yOU B POt COMERety SESIRE Wi YL I e PSUTENCE [OACY, pOU MY CANGES Bt BTy
1T T T 30-G0y MONey DacK Pericd And recerve 2 Al retund

Rates WOWN Ay SATTIE BORE A1 SiuE A% DEted O Desl Ot AvELEON 200 Y Svaiator el
Moty ecTTrIC s Aaies BSvect 1 LRGSR IS X 7Ot puararisec Oter ety
it W RO W COverige BTOUNM BT0 Svaiatie Raies Nave D mded © e
Hiirest Solae LRe Most mirance Soices. Fosity Lite's DosGes cortan evchasont.
'P WREONe, IRGGCINS Of DANSEDS And ST S Meeming them In forca. For ComMpien Comts and
» Ontadn. contact your Fidwity Liw Aepresentatve

MARKETING

@nharhut



Remember:

Lead with higher rates,

link to easy numbers

@I‘IBT @nharhut
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Pro Tips

- Standard rate followed by ]

discounted rate —
LD
*“Seen elsewhere” at

/\

higher price/fee - W$CR$9C99 .
* Add a most expensive
option to boost sales of the "”U(I)I"I.I(I)IJ)I"II!I!IJJU,"“(')“

midrange option
QI-IIB l @nharhut
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Behavioral Science

Descriptions trigger

default decisions

@I‘IBT @nharhut
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Framing

IIIIIIIII

@nharhut



@G@ 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.

@I‘“BT @nharhut
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ering *300

| in your wallet.
Yeah, it’s like that,

America's Most Convenient Bank®

@I‘“BT A - @nharhut
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o8 < ]| 0 & American Arlines, Inc (v o th 3 4
4

Log e . Engah -

AmericanAirlines ‘ Plan Travel Travel Information AAdvantage ‘

i u g The Gold Floor
VAN T experlence awalts

Log in join AAdvantage » Book flights My trips / Check-in Flight status

AAdvantage #, Dividend Miles # or

usemame One way Round trip + hote! Use awerd miles

Stanford University

@HBT @nharhut
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Remember:

Get people to see things in a

different way

@I‘IBT @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

IIIIIIII

@nharhut



Recap:

We rely on auditory cues
* Reason Why
* Anchoring

* Framing

AAAAAAAA

@nharhut



Assighment

Write a referral postcard using Reason

Why, Anchoring, or Framing

@I‘IBT @nharhut
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#4 = B
=

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

ARKETING



Behavioral Science

People discount the value of

distant payoffs

@I‘IBT @nharhut
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Present
Focus Bias

%

MARKETING

S THEINITEDSTATES OPANMEIRIeS.

-ty "y Y W st 7

- l".x nl“lln 2 1.’(’!‘ “IN R m

TR UNITED STATES OPAMEIICN

-----
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Ql-I.T @nharhut
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Apply now - term starts 4/30

/Commencement is
ju st aroun d th e /r g:cm.mx;u?mmunuroundmocom«-anyouplctmyoumu
corner — can you
picture yourself on

the stage?
\ ¢ 59 Y,

With SNHU's 100+ graduate degree progmams. flexible class schedules
and some of the lowest ltion rates in the nation, there's never been a
better time to achieve your goals. Here's what a degroe from SNHU can do
for you

® Take advantage of career-focused programs for in-demand fields
such as business, lechnology and healthcare

¢ Those with a master’s degree earn nearly 20% more per week than
a bachelor’s degree holder*

¢ Master's degree holders are less likely to be unemployed

@I-IIBT @nharhut
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/Think about yourself. Even™\
juggling many financial
commitments, you still
choose when and where to

spend your money. Do you
want retirement to change

&hat?

SFIBT

MARKETING

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

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 earlier

The Advantage of an Early Start*

As this chart shows, someone who

starts early can invest less and
$364.841 stll accumulate more in his or her
By oge 67 $283.523 retirement plan at work, because
Byoge 67 there's more time for the savings to
grow

Arwat rwerted 3200/ weaa Bobi rvwetnd §200/ ween

b--—" -37. -—opn-u That's why you should sign up today.

uuoo nmo

Think about yourself. 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. Sian up for your work
retirement plan today.

@nharhut



Remember:

Build a bridge between the

present and future self

@I‘IBT @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)

AAAAAAAA

@nharhut



Behavioral Science

People forget money is fungible

@I‘IBT @nharhut
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Mental

Accounting ,

MMMMMMMMM

@nharhut



SHBT

MARKETING

Organize using buckets.
Set money aside for what matters to you. All in one

Home improvements

$400

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

@nharhut
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" Save up to
$400 with

your tax saatva

.
- _

a0
(

Save up to $450 with your tax refund

. refund s

—

Invest your refund wisely.

@!:!l?:f @nharhut



Maximize returns
on your ‘safe money'.

If you're keeping cash in a traditionally sate place ke aClora 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-IB l @nharhut
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Remember:

People think about their money

in categories

@I‘IBT @nharhut
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Pro Tips

* Suggest saving/investing
“windfalls”

* Create special, named
accounts (ex: Christmas Club)

* Encourage saving for
education and retirement

AAAAAAA

Lottery

1249 69 12 55
Lotto 45323689




Behavioral Science
People equate size and position

with amount

@I‘IBT @nharhut
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Magnitude
Encoding
Effect

ARKETING

$5
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$4,000.00

$4,000

34000

Four thousand dollars

$3999

SFIBT @nharhut

MARKETING



AAAAAAAAA



$400 ... $350

$400 ...... $350

SFIBT @nharhut
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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
24% inc. in sales

— Priceless, Wm. Poundstone

@!-HBT @nharhut
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Recap:
People earn money, but they don’t “get”
money

* Present Focus Bias
* Mental Accounting

* Magnitude Encoding Effect

AAAAAAA

@nharhut



Assignment

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

Accounting, or Magnitude Encoding

@l‘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

@l‘IBT @nharhut
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B bt v lenn. e et el
-¢m|m Vo o
G

D “The strategies outlined in
this book will have an

gzll.‘nagw 6fal immediate impact on your
Science In marketing campaigns and a
Marketing massive impact on your

Drive customer action bOttom I i ne . 7

and loyalty by prompting
instinctive responses

- Jeffry Pilcher, The Financial
Brand

/"'\

““En/ THEBLUSINESS
PDOOKAWARDS

II\ \l IST

%7 Vs
QI-IIB I @nharhut
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THANK YOU!

FREE Cheat Sheet

Nancy Harhut
Chief Creative Officer
nharhut@hbtmktg.com

@!'"BT 0 Nancy.Harhut @ @nharhut @ Nancy Harhut
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