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Grocery shopping App
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RoOom Google Meet




Agenda

e Behavioural Science 101
e The Problem & User Journey

e Potential Behavioural Interventions



Behavioural Science Overview
Behavioural seienee Vet hoid

Design Scale

# Understand problem to solve  »  Identify relevant # Trial patential # Roll cut intersention
s Specily precise larget behaviowral insights internention{s) vs control Lo larger group.
behawiour & 13806t group » Gonerale ideas fof iner- »  Evaluste impact, » Track and refine ot
s Understand curnisnt wisntions based on these spillover edffects, nsisdied.
behawicur, Identily why iU's = Evaluate & prioniise ideas cosl effectiveness
ot the target behavsour * Select which to test * Agrew if inferventions
« Identify what ks needed for « Create test stimuli meet criteria
thi behaniour to change * If necessary redesign,
retest or refine
Some Behavioural Science Frameworks
Cialdini’s
Behavioural
Habit Loop MINDSPACE EAST Principles of Bi
Persuasion
e Cue o Messanger o Easy * Recprocity o Ambiguty Aversion
o fovee o Incortves . Aeactve o Scartity o Anchenng
o Roward o Norms o Socal o Authonty + Cognitive Overiosd
o Defaults o Timely o Corpmtency o Commitment
o Sabence o Lking o Framing
o Priming . Sooa * Emgpathy Gep
. AMect o Unity ¢ Gos Grasmmt
o Comenitments o Loss Aversion
. Ego .
o Peak End
o Presom Bas
.
Capability Abslity ts 80 the behaviour ey

Com B Opportunity Eracomeiiigges i e« Behaviour

Motivation Desire 10 do the behaviow -



Target behaviour and barriers
Targel Behaviour

Barrviers
Friction using the Forged:

R _m Porit Gk of

Varioty sovkers Bad experipnoe
are sporagic with delivery Mot enough
mes ophons

Not the Right Time to Shop [ Remembaering to Shep

Recipes & Prices; The value of GroceryApp

Friction and the ease of the GroceryApp Experience




Potential Interventions

7 "\ @

Notifications Feature Rewards Default Booking

& "

Goal Setting Recipe Rees Addl. Ideas




Loss Aversion

©

Value Add

Focus on value addition of the app
Ex: “The app has 400+ recipes. Discover

Messages that highlight loss.

Ex: “Don’t miss out on XYZ freebie.

Checkout by 10pm” more now”
) (t Qll
Social Norm Reminders

Focus on the actions of others to
nudge behavior in certain

Messages that users don’t
forget to take action on the

situations. app
Ex: “75% of GroceryApp users have Ex: “Don’t leave your basket
behind”

placed their 2nd order now.”

Types of Behavioural Messages

©)

Goal Driven

Emphasize user goals

Ex: “Reduce waste by planning your
meals now.”

&

Messenger Effect

Using likability, credibility of
person to deliver a message.

Ex: “Jamie Oliver recommends these 5
pasta recipes. Shop now”

O
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Immediately

Email

“REMINDER: You're
order will bedelivered
today at [TIME].”

Gpm, day of

delivery
Push

Notification Timing o

“We hope you enjoyed

your meal. Shareyour

thoughts by ratingthe
recipe”

3,7, 14

days later
Push

CHECKOUT

“Congratulations!Your
first GroceryApp order
is confirmedto arrive
next (DAY) at (TIME).
View your meals for
the week.”

E
DELIVERY REMINDER
am,
day of

delivery
Push

&,

COOK MODE

“Time to cookup a

storm! Enter Cook

Mode to view your
recipes.”

W

REVIEW

1 hour
after
Cook
Mode

Email

REMINDERS

See next slide...

(8 Qﬂ —*



Notification Timing o

Calls-to-action

[ ‘o oo sh " ° Popular ordering times
percent of GroceryApp shoppers who e  That customers’ previous ordering times
order on [day] lastweek likeyou, have
alreadyre-ordered for next week. Book
your delivery sloton GroceryApp now.”
S dave ¢ AR - e
5 days after 14: days after first
first delivery  SOCIAL NORMS OR LOSS AVERSION delivery
— 0 0 o —
GOAL-DRIVEN VALUEADD N GOAL DRIVEN VALUEADD
7 days after
el [
first delivery
“Keep up the good “Let GroceryApp saveyou X
work on your nutrition hours this week on meal
goals!Meal planand planningand shopping.Shop
shop with GroceryApp Now.”

”

now.



Goal Driven Value Add Social Norm Loss Aversion
Youredoinggreat! | We'veadded5new | 90% of GroceryApp

Book yourslotnow
tosticktoyour

recipesthisweek!
Secure yourslot

shoppersinyour
neighborhoodhave

Don'tlose yourslot
for this week! Book

|
health goals! now. ?;rgad?/i?cugﬁq NOW.
eirslot for this
(Healthy Eaters) (Variety Seekers) week Booknow!
Checkoutthelatest
Rgdufaerrﬁi% d ngte BBC GoodFood 75% of GroceryApp
yp gy recipeson familiesinLondon ,
mealswith GrocervAnD Now saved Xmonev on We've savedaslot
GroceryApp! Stickto y p;? for . ney for youtomorrow.
our sustainability Bookyours otfor grocenesthisweek. Book by 10pmto
\clyalsand order now! thisweek. Jointhem by booking secure it
9 ' yourslotnow! '
. (Cost-saving)
essengereffec
(Sustainable goals) (M gereffect)
Looking forsome Checkthe app for Be a food waste

foodspirationthis
week?Browse
recipesandbook
yoursloton
GroceryAppnow!
(Variety Seekers)

Jamie Oliver’'s
favourite family
recipes! Let’sget
shopping.

(Messengereffect)

warrior andjoin
thousandsalready

reducingwaste

through ourapp.

(Sustainable goals)

Don'tmissouton
grocery savingsthis
week! Bookyourslot
onGroceryApp now.
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Default
Book



Default Booking slot

Provide each user with a recurring,
‘held’ booking slot based on their
first order. Users would receive
this automatically and then be
provided the opportunity to
customize.

Message After 1st Order

Congrats on
Completing your
First Order!

We’'ll hold this booking slot
for you for your next order.
There’s no need to worry
about losing your slot!

o Carmenfly have @ ilot bocked
B Tuwsdey 3 femaary (830 - O30

Return to Plan

Barriers A §C E
Not right time to shop; Friction

Reminder on Default Booking

Confidential

Provide users with the
ability to customize.

It should also be
customizable withinthe
app settingsand at each
shop.

Notify users that slot will
lapse at specified time if no
itemsare added



Behavioral Insights (Rationale) Considerations

e Defaults: MOSJF people stick with the ) e Users should be made aware of an order by
default. Make it the default that a shop is date to maintain the booking slot.

already booked vs not booked..
e Customization for the recurring booking slot

* Cogr.\i’.cive Burden: Reduces friction and should be available in settings and with each
cognitive burden of the experience booking

e Ambiguity: Reduces potential ambiguity
and uncertainty of a preferred booking
slot not being available o Based on feasibility or level of

customization desired, a less automated

version could provide users with a

e Alternatives:

e Decision Fatigue: Reduces potential

decision fatigue and uncertairlty of having notification on held booking times (e..g, *
a booked slot for grocery delivery (What Here's a booking slot for you, complete
time should | choose? Will my preferred your order by X to maintain this slot!)

slot be available?)

| ives: Provides i . o A notification that automatically takes a
° ncentives: Provides incentives to users user to the desired booking page and

to continue to order from the app with

J ) selects their frequently chosen time slot
the guarantee of a preferred delivery time



“Fantastic job! Really impressed with the quality of
insights and ideas in such a short space of time.

We will definitely implement some of those ideas. Well
done and please pass on my thanks to the team. @ .”
Company Founder & CEO

Company Feedback

“We are now implementing
the LSE team’s suggestions in
our CRM plan”

“l thought it was an incredibly useful session,
and was really impressed with how quickly
everyone had got up to speed with the
business, the level of actionable results, and
everyone's presentation skills.”

Strategy Lead
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