
Building Pathways
to a Brighter Future

Behavioral Economics 
and “Diagnose and 
Design” Process



Problem of Focus

On average, 1 in 3 potential 
participants will cancel (or not show) 

less than 24 hours before initial intake.



Process Map

Interested individual 
contacts a success coach

Individual collects 
required paperwork 

(verification of 
income (W2) and 

most recent pay stub, 
or state benefit 

letter, proof of child 
support)

Individual shows for 
their intake 

appointment

Coach explains the 
program requirements. 
If eligible sets up intake 

appointment

Sometimes a coach 
will call individual to 
remind them of their 
intake appointment

Participant
Actions

Staff
Actions

Individual 
decides they 

are interested 
in the program

Individual does not 
show or cancels for 

their intake 
appointment

Coach calls no-show 
to reschedule

Hassle Factor

Hassle Factor

Limited Attention

Present Bias

Loss Aversion-fear of 
not getting into the 

program

Procrastination

Procrastination

Procrastination

Prospective memory

Psychology of Scarcity



• Eligible Student decides they are interested in the program 
but does not come to the office

• Intervention Idea- Mandated Deadlines in Facebook, 
brochures, recruiter messaging, and texting

Procrastination

Bottlenecks & Hypothesized 
Behavioral Concepts



• Eligible student is afraid of not getting into the program due 
to random assignment and thus fails to come to office

• Intervention Idea- Frame messaging – Use loss aversion to 
combat loss aversion

Loss Aversion

Bottlenecks & Hypothesized 
Behavioral Concepts

“Don’t miss out on this chance for 
a $400 scholarship and gas cards!”



• Eligible participant needs to collect all paperwork necessary 
for appointment

• Intervention Idea- Implementation Prompt 

*We will also reduce the hassle factor for the coaches by 
having the data coordinator send the text reminders.

Hassle Factor

Bottlenecks & Hypothesized 
Behavioral Concepts



• Remembering to come to appointments

• Intervention Idea- Personalized Text Message

Prospective Memory

Bottlenecks & Hypothesized 
Behavioral Concepts



• Not fully reading recruitment materials, not showing up for 
appointment

• Intervention Idea – Review Materials and Timely Reminders

Limited Attention

Bottlenecks & Hypothesized 
Behavioral Concepts



• Not showing for the appointment because benefit of the 
program is so far in the future

• Intervention Idea – Emphasize Present Benefits

Present bias

Bottlenecks & Hypothesized 
Behavioral Concepts



• Coach fails to call student to remind/reschedule

• Intervention Idea – Text Message Reminders and Evaluate 
Workload

Procrastination, psychology of scarcity, hassle factor

Bottlenecks & Hypothesized 
Behavioral Concepts



Proposed text reminder 1 (Kearney-Lex/Columbus receive for testing 
period)

Hey [name], I wanted to remind you of our appt on Tuesday at 3:00. If you 
could bring your W2 and child support letter that would be great! Text or 
call me back if you need to reschedule. Cant wait to see you!
- Caseworker’s Name here

Proposed text reminder 2 (Grand Island/Hastings receive for testing 
period)
[Name]
Appt date: Tuesday, 3:00
Bring: W2, child support letter
Questions/reschedule call: 555-555-5555
-Caseworker’s Name here

Proposed Behavioral 
Intervention



• No Show Rate
• Travelling Distance
• AM vs PM
• Day of the Week
• Self Corrective Behavior

New Insights

Early Insights



• Within the first two weeks of text messaging we were 
already seeing increased communication
– “Sounds good! I haven't been home all week so I emailed you the 

papers we needed for today. Thank you!”
– “I am unable to show up today. I will call to set up another date.”

• Reduced no-shows from 33% to 24% across sites
• Free time for coaches
• Scheduling of reminders- switched from once weekly to 

MWF, hopefully continues to decrease No-Shows and last 
second reschedules

New Insights

Impacts of Texting



Updating the Brochure

Proposed Behavioral 
Intervention



Proposed Behavioral 
Intervention



Proposed Behavioral 
Intervention



• Emails to at risk students
• Advertising more targeted messaging
• Social Media
• Employment Success Guide
• Comparison Letter

Next Steps

Applying what we’ve learned



Thank you
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