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A Design Tree

Human-Centered 
Design

Behavioral 
Economics

Service Design

Service design focuses on mapping each 

touchpoint an individual has with a 

service provider in order to improve their 

experience and create a positive 

relationship between the two.
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Agenda

Definition of

Human-Centered 

Design 

(aka Design 

Thinking)

Introduction to 

Behavioral Economics 

(aka Behavioral 

Science, Behavioral 

Diagnosis and Design) 

Comparison of HCD 

and BE
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“[Human-centered design is] a process that starts 
with people you’re designing for and ends with 
new solutions that are purpose-built to suit their 
needs. Human-centered design is about 
cultivating deep empathy with the people you’re 
designing for; generating ideas; building a bunch 
of prototypes; sharing what you’ve made with 
people you’re designing for; and eventually, 
putting your innovative solution out into the 
world.”

Tim Brown, IDEO chair
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Human-Centered Design Process

UNDERSTANDING IDEATION IMPLEMENTATION

observe & inspire

tell stories

synthesize insights

brainstorm

create concepts

prototype

test & refine

scale, spread, 

sustain
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Behavioral Economics

Cass Sunstein

Richard Thaler

Daniel Kahneman

Amos Tversky
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1st Insight from Behavioral Economics

Design is everywhere, and it is never neutral
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2nd Insight from Behavioral Economics

The users of the products and services we’re designing are 

predictably irrational

Bounded Rationality Bounded Self-Control Bounded Self-Interest
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3rd Insight from Behavioral Economics

We should design to help people to achieve the best outcome for 

them
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2 Behavioral Science Examples
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Why don’t people show up for court 
when they receive a criminal summons?  

▪ People who do not show up are actively defying the legal system and 

therefore the only logical response to failure to appear is ratcheting up the 

punishment

Standard 

Assumption

▪ Cause related to program design

▪ How strong is the fit between the demands of this process or the 

messages that are being communicated, and the cognitive and behavioral 

needs of the users?

Behavioral View
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Behavioral Diagnosis & Design

Diagnose

DesignDefine

Test
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Quick Facts

▪ New York CityLocation

▪ Increase show rate in courtTargeted 

Behavioral 

Change

▪ Defendants cited for low-level criminal offenses Population
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Intervention #1 Description
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Intervention #2 Description
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Intervention Results

Intervention #1 Intervention #2
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How might BE 
solutions differ from 
that of HCD?

Loss 

aversion

Date/time at top

17
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Why don’t people pay their child support 
orders on time? 

▪ People who don’t pay their court ordered child support are simply showing 

contempt for the process or don’t have the means

Standard 

Assumption

▪ The system isn’t providing enough information and support to adopt new, difficult 

habit

Behavioral View
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Quick Facts

▪ Denver, Garfield, Arapahoe, and El Paso counties in 

Colorado

Location

▪ Increase on-time, and full paymentTargeted 

Behavioral 

Change

▪ Noncustodial parents with newly established child 

support orders

Population

Custodial parent petitions for child support with 

Colorado Division of Child Support Services

Paternity confirmed

First payment due 30-45 days later

Order established through administrative 

conference or court

Noncustodial parent receives legal documents 

indicating amount of obligation

Later, NCP receives letter from CDCSS with a 

copy of order and payment information

NCPs with regular employment required to pay by income 

withholding begin seeing deductions 60 days later 

Original Child Support Payment 

Process
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Intervention design

▪

▪
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Elements of the 
Redesign: “Stay in the 
Green Zone” 
Infographic
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Elements of the 
Redesign: Wallet 
card
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Intervention Results

Average days until first 
payment

Percentages paid of total monthly 
amounts due (Months 1-3)

Average total amount paid 
during Months 1-3
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How might the solution have been different is 
designed from HCD approach?
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Behavioral Economics & Human-
Centered Design

Behavioral 
Economics

Human-Centered 
Design

Both

▪ Opening up a space for 

creativity in bureaucratic 

organizations

▪ Opening up a sp ace for 

empathy in punitive 

organizations

▪ Opening up a space for 

experimentation in rule-bound 

organizations

▪ Opening up a space for sustainable change▪ Opening up a channel for evidence-based 

practice


