
Psychological Value
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How to understand humans
and design Customer Experiences

With the superpower of behavioural science?



What do these three bizarre 
stories have in comm0n?
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Psychological innovation

All three apply behavioural science to influence minds 
and change behaviours
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The Dark Wisdom







Influence is all about 
understanding how the mind 
works
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System 2System 1

Daniel Kahneman, Thinking Fast & Slow

98%

Automatically, fast On demand, slow

Sends suggestions to system 2 Turns suggestions into beliefs

Intuition, Instinct Rational thinking

2%
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Influence is all about offering 
shortcuts to system 1, to help us make 
decisions without having to think.
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System 1 triggers associations



Behavioural Design is all about the
design of choices. The way we craft
a choice determines how people think, 
feel, experience and behave.
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Opportunities for psychological 
innovation in designing
customer experiences
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Innovation 1: The experience of value 
is completely determined by the 
context in which the choice is being 
presented.
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Psychological innovation 2: 
Think outside-in:Don’t take the
customer, but the human behind the
customer as your point of departure. 
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Genius intervention on the Job To Be Done



Een bug 
that turns 
out to be a 
killer 
feature



How to market the CFO of KPN Telecom?

Inside-out: Digital Transformation of Finance

Job-to-be-Done: My mission is to help my organisation to
make better decisions through data. For instance: My 
business controlers now do weekly meetings with the
business teams to navigate them through data and KPI’s.  



JTBD’s of Work

- To be good at what I do 

- To experience flow  

- To be respected by my manager 

- To belong to the team  

- To grow and learn  

- To have a good work-life balance 

- To gain status  

- ….

I want
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https://suebehaviouraldesign.com/design-behaviour-in-organisations/ 



Project ”100% vaccinated”

- System 1 rejects attempts at persuasion
- Always signal recognition first
- System 1 rejects authority source 

What works; 

Change behaviour without changing beliefs. 
Make the Jobs-to-be-Done to “enjoy going out” 
harder to achieve and people will ask themselves: 
Am I willing to pay a very high price for my
beliefs? 

How to get the last 15% in the Netherlands on 
board?

Attacking beliefs is 
attacking identity. The 
harder we try to
persuade the more people
get defensive



Psychological Innovation 3: 
Framing / Question Substitution: Can 
you ask an easier and more exciting 
question to which the brand or 
product is the best answer?
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Beyond 
Burger



Don’t talk 
about taxes, 
talk about 
contribution
Cheaters don’t pay their 
membership fee
Turn big contributors into 
heroes
First class traveling is 
actually
a very socialist idea.
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Innovation 4: Help people against 
their incapability by making 
undesired behaviour more difficult

Bonus: behaviour changes attitude

35



Ontwerp
vegetarisch
eten
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Forcing 
Function
Myrthe



Epilogue: 
Understanding humans and their
psychology is a superpower
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Want more?
Subscribe to our weekly Behavioural Design 
Digest newsletter at suebehaviouraldesign.com

Read our blogs on Behavioural design at  
suebehaviouraldesign.com/blog

Follow our two-day masterclass Behavioural 
Design in Amsterdam

Train your team in the fundamentals of 
Behavioural Design in our in-company workshops

Or contact me: tom@sueamsterdam.com

Or buy the book via www.bol.com or
www.managementboek.nl

http://suebehaviouraldesign.com
http://suebehaviouraldesign.com/blog
mailto:tom@sueamsterdam.com
http://www.bol.com/
http://www.managementboek.nl/
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+31 (0)6 553 60 771

SUE Amsterdam
’s-Gravenhekje 1a

1011 TG Amsterdam

mailto:tom@sueamsterdam.com?subject=

