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Leveraging Behavioral Bias
Through Research







Thinking Fast and Slow

5%

System 2
Rational & Logical

O
95%
S 5%  95%
ystem 1
Intuition & Instinct

e Slow
* Logical
* |ndecisive

e Efficient
e Unconscious
e Associative
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Today’s Session

O1 Little White Lies

02 The ‘Nailed It’ Effect

03 Wishful Seeing
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How often do you floss?



How often do you floss?



No one lies more than
a person in the dentist’s chair.



27% Admit They
Lie About How
Often They Floss

36% of Americans would rather do Nearly onein ten U.S. adults would
an unpleasant activity than floss prefer to sit in gridlock traffic for an
daily, including: hour or do their taxes rather than floss.

* Cleaningthe toilet
* Washing a sink full of dirty dishes

* Waiting in a long checkout line

... THE ASSEMBLY 2025 A ONE NORTH EVENT




Lying Isn’t a Bug; It’s a Feature.

People lie for all sorts of
reasons. Self-preservation,
to spare feelings, to justify
actiohs. And we especially
lie to researchers.

Research shows that 1/3 of the time,
we lie for no reason at all.

|
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Reported Official

on Survey Count
Registered to vote 83% 69%
\}oted in last presidential election 73% 61%
Voted in‘last mayoral election 63% 36%
Have a library card 20% 13%
Gave to a community drive . 67% 33%

Citedin Everybody Lies: Big Data, New Data, and What the Internet Can Tell Us About Who We Really Are”
by Seth Stephens-Davidowitz

A ONE NORTH EVENT







Don’t Ask. Observe.

Social Desirability Bias

The tendency for people to give answers
that conform to social norms rather than

answer truthfully.

Use found data to triangulate for accuracy
and avoid these little white lies.

..- THE ASSEMBLY 2025




.Google—The World’s Therapist | .

Interest over time @ L O
Google Search Trends
“Is my son gifted?” vs. “Is my daughter gifted?”

. A kot

Average Jan1,2011 Nov 1, 2015 Sep 1, 2020

Found data isn’t muddled by sociai desirability, so, it’s a great tool for'cross-checking survey data.

..- THE ASSEMBLY 2025 A ONE NORTH EVENT



Cost Per Click
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Attitudes, Hobbies and
Interests

Market Research :
Brand Metrics
YouGov
thousands of brands across
[ ] [ ]
Audience Profiles
Appliances
2 . 5 . Travel (Business, Pleasure)
YouGov Profiles spotlights how people _ _
c o 3 Alcohol Consumption
spend sheir time, money, and attention.
Profiles is our first step in understanding
E] Y

Leisure, Entertainment & Products/Services
Betting Sports Media Consumption

it o encioringr posiey
* 6 million US panelists

emograpnics
e 2 million data points

Web, Tech & Devices
a'n THE ASSEMBLY 2025




Cg”

Level of agreement (5-point scale): "l have

been known to "stalk" someone on social
media"

Tend to agree

Definitely agree

Tend to disagree

Neither agree nor disagree

Definitely disagree

THE ASSEMBLY 2025

Audience

Nationally
representative

61,398
% 61398

61,398
% 61,398

61,398

Z-Score -

Population
estimate
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Market Research

YouGov Safe

YouGov Safe is a new, permissions-based
tracking database.

Users upload direct data around their
viewing habits, social media, banking,
and shopping.

This type of datais truly unbiased.

THE ASSEMBLY 2025

Online Search
& Social

Behavioral

Unlocked verified,
permissioned online
behavioral data

Sociallistening
platform that monitors
conversation and
sentiment across the
web

Streaming

Banking &
Transactions

Financial data
and transactions

Online streaming
platform usage data




Getting Beneath Social
Desirability Enables Innovation

« Verizon LTE 5:54 AM @ 7 60% @

< Social

Spotify

Private session .

Listening activity

Recently played artists .

Connect ta'racebook...

—
Farwct. o ha™

Dog Days Are Over « Florence + The Machine >

0
PN
%" C[ Devices Available
5 Q I

Home Search Your Library
Private Session
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Overconfident Experts

Experts overestimate their
knowledge and abilities.

 Gets worse the more expertyou become

. Assuming you have all the answers, no research -
needed

Things we're certain about, turn out to be wrong
40% of the time.

E

.
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Overconfidence Bias

‘Uber’s Entry into India

Assumptions vs. Reality

« Feature phones not smart phones—the app didn’t
WORK. '

*- Indians prefer cash vs. digital payments.

* Navigationin India is landmark based,
not address based.

Uberlaunched, failed fast, and learned along the way.

|
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Field Research

| Understand Your Audience Priorities

Rubbermaid research

facilitated 15 two-

person, in-home

observations, and

generated 300 new

productideas in just
" three days.

A ONE NORTH EVENT
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Synthetic Data

BUt What If I Ca n’t Where the Data Comes From
Ask My Audience?

What s it?

e (Generative Al market research
%

Bibliotik
. Pile-CC PG-19
* Culls data from multiple LLMs PubMed

Central

Subtitles

Is it accurate?

e 80+ head-to-head tests

PMA Github
- o Freela O i OpenWebText2 ikipedi

e Peer-reviewed and double-blind e A M 2 Jpeda oriMan

- Academic - Internet - Prose Dialogue - Misc

Stack
Exchange

» Study findings were 95% the same

|
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Synthetic Research

Just Like Traditional Research...Only Better

* Segmentyour audience and
develop robust profiles.

~

Olivia

* Build personas that you can Director of Renewable Energy

“Live Chat.”

> @® LIVE CHAT

» Get statistically significant

sample sizes for your surveys. , _

Age: 44 Denver, CO - USA Married 3 Children
RENEWABLE ENERGY INNOVATION PRODUCT DESIGN

. | _

... THE ASSEMBLY 2025 A ONE NORTH EVENT



Synthetic Research

Just Like Traditional
‘Research, Only Better

s

Create custom buyer funnels that unlock
perceptions, awareness, and consideration data.

%
Understand decision criteria and unmet needs
buyers face.

Determine buyer committee dynamics and the
media your audience uses for research.

THE ASSEMBLY 2025




Field Testing

Empathy Is the Vehicle

“Never in my life did | realize how much
these people live in fear.”
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Better Than Average?

Rate Your Driving Skills

The math ain’t mathing.

About 70% of drivers consider
themselves better than average.

70%

“I’m better than
average drivers.”

5.5 million driving accidents and 30,000
deaths occur annually in the US.

Williams AF. Views of U.S. drivers about driving safety. Journal of Safety Research

..- THE ASSEMBLY 2025 A ONE NORTH EVENT
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Confirmation Bias

People tend to prefer information that confirms their
existing beliefs and to undervalue information that
contradicts their beliefs.

Research Tip

Userresearch, atits core, is about avoiding
confirmation bias.

..- THE ASSEMBLY 2025
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Echo
Chambers

Conspiracy
Theories

Sensational
Infotainment
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Phone a Friend

Research Tip
When asking your audience a question, help

them out of their bubble by asking “What do
you think other people do?”

..- THE ASSEMBLY 2025



Confirmation Bias

Not designed for
the real world

Things that were reliable in the lab were
anything but in actual homes.

A )
* Key features missing

e Complicated Ul

Bad app design led to 8% drop in revenue.

|
L THE ASSEMBLY 2025

FAST@MPANY SUBSCRIBE

01-13-2025 | DESIGN
Sonos CEO steps down following a
disastrous app redesign

After Sonos redesigned its app last year, the company saw its revenue tank and
announced layoffs. Now its CEO is stepping down.

SHARE £

Sonos CEO Patrick Spence, ca. 2019 [Photo: David Paul Morris/Bloomberg/Getty Images]

A ONE NORTH EVENT



Overcoming Bias

Designer’s Bias

The more invested a designer is in their
assumptions about the solution or

the users, the stronger their
confirmation bias.

... THE ASSEMBLY 2025

Wireframing

@)’

Prototype v
T\ 7
Logo Cart Search = Logo Cart Search =

Headline
A ||= =
=] =]
Headline
A ADD TO BASKET 5
\ L J
G\ [ G
0go art Search =

Added to bag

Main page Product page Purchase
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Design Research Tips
* Research to discover new information rather than
test to validate an assumption.
 Getearly data, before a design has vested.

%
* Ask non-biased questions; avoid leading questions.

* Use triangulation; multiple data sources can not

only boost the credibility of your research but can VERY UNINTERESTED
prevent bias.
IN THAT OPTION

* Involve fresh eyes in research planning and analysis.

= ‘
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Inclusive Design

‘Get Exposed to New Perspectives

Lyft partnered with expertsin
aging to design an app
experience for seniorsin
response to customer feedback.

%

Self-Help for
@ the Eldell',ly

=% 8 R

When we overcome confirmation
bias in design research, we
produce new and innovative
solutions that go beyond the
status quo.

|
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12:20 all T .

R Gethelp

Hello there, Jamie

Get aride Schedule a
now ride for later
Saved locations

Home
fh 3531 19th Street, San Francisco >

Libra
* ry

2200 Sacramento St, San Francisco
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You are not the user.

Don Norman
Usability Expert








https://www.youtube.com/watch?v=CncTUQgRr8k

ONE NOITN 1 eceystoms compan

Thank you!

As we set sail on this journey, our crew is ready to explore
uncharted territories, weather any storm, and steer toward
new horizons. With a clear course plotted, we’ll navigate
through opportunities, tackle challenges head-on, and dock
at our destination with confidence and success.




Obn Deck

SET SAIL WITH: JeSSica Dejong

COURSE: Epic Designs: The Poetry
of Visual Storytelling
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