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ABOUT ME 
 I have 2 kids

 I love great food

 I try to play a lot of sport

 I have been in public service for over 20 years

 I have qualifications in Behavioural Science and 
Human Centred Design



BEHAVIOURAL ECONOMICS

In most everyday activities, consider: 

 why we consume goods and services the way we do

 why we make certain choices about ourselves or others

 how we decide courses of action

It is an incredible lens that exposes our inner biases and 
approaches to decision-making









CONSIDER HOW BEHAVIOURAL ECONOMICS 
APPLIES TO YOUR WORKPLACE 



WHAT IS BEHAVIOURAL ECONOMICS ?
Behavioural Economics aims to improve people's behaviours on the 
principle that people are rational, make decisions based on self-
interest and will change their thoughts and beliefs based on new 
information.

The 4Ds:
A framework for managing behavioural insights project

 Discover: Define the problem and develop a behavioural problem statement

 Diagnose: Understand current behaviour and develop an assumption of behaviour 
change

 Design: Design an intervention to address the behavioural problem

 Deliver: Implement intervention and evaluate results



WHAT IS BEHAVIOURAL ECONOMICS ?
If you want to encourage a behaviour, incorporate 4 principles for applying behavioural 
economics into your strategy…make it easy, attractive, social and timely (EAST). 

Make it easy
o Make the pre-set option the default to make it more 

likely to be adopted
o Reduce the ‘hassle factor’ (little effort required) to 

increase the uptake or response rates
o Make the message simple and clear as this significantly 

increases response rates

Make it social 
o Show that most people perform the desired behaviour 
o Use the power of networks and associations with others 

to influence behaviour
o Encourage people to make a commitment to others

Make it attractive 
o Attract attention by including images, colour or 

personalisation
o Financial incentives are often highly effective

Make it timely 
o Prompt people when they are likely to be most receptive  
o Prompt people to consider the immediate costs and 

benefits
o Prompt people to identify the barriers to action and 

develop a specific plan to address them



WHAT IS A NUDGE?

In behavioural economics, a nudge is a:

“non-regulatory approach that attempts to 
motivate individuals’ behaviour change 
through subtle alterations in the choice 
environments people face.” 



ASQA

 External website education

 Managing contact centre

 Stakeholder engagement 

 Communications including newsletters, 
social media content and managing 
Behavioural Insights

4.5 million 
students

3,900 
providers

190 
ASQA 
staff

 A real need to maximise resources, using 
insights to create efficiencies 

 Vocational education and training  My team Education and Services is 
responsible for:



WHAT MOTIVATED THIS 
BEHAVIOUR?

WHAT WAS 
THE PROBLEM?

 Financial incentives from opportunistic 
providers who intentionally do not report 
data

 Mistaken belief that ASQA does not review 
providers’ reporting practices

 Providers lacking capability

 Poor administration and governance 
processes

 Providers offering 
courses to 
international 
students must 
report variations to 
student courses on 
a management 
system 

 Providers were 
breaching these 
reporting 
requirements



WHAT WE 
DISCOVERED

 Confirmations of enrolment (CoEs) 
provide proof of an international 
student’s enrolment in an educational 
institution

 We collated data from various data 
sets to identify breaches relating to 
CoEs

 The breaches include:
 Late reporting of CoEs (up to 6 months)

 Late reporting of CoEs (more than 6 
months)

 Reporting CoEs which are backdated

 Reporting CoEs which exceed course 
costs

 Reporting CoEs which exceed course 
durations



WHAT WE 
DESIGNED
 Selected a sample 

group of 394 providers 
 Sample group was 

divided into 3 sub-
groups consisting of 
one ‘control’ group 
and two ‘treatment’ 
groups 

 Subgroup - A did not 
receive any 
correspondence from 
us 

 Subgroup - B1 received 
an ‘amber’ warning 
letter via email, plus a 
reminder SMS  

 Subgroup - B2 received 
an ‘amber’ warning 
letter via email

Nudges sent to these 
2 treatment groups 

Sample group to test 
EIS excluding 

providers undergoing 
regulatory activity

(N=394) 

The compliance team 
had commenced 

regulatory activity on 
25 of these 419 

providers

Medium risk providers 
identified for EIS

Sample group 
N=419

Sub-group A
N=209

Sub-group A
N=202 

(209 minus 7)
no nudge sent

Sub-group B
N=210

Sub-group B
N=192 

(210 minus 18)
nudge sent

Sub-group B1
N=96

(amber letter and 
SMS sent)

Sub-group B2
N=96

(amber letter)



WHAT WE  
IMPLEMENTED
3 letters based on Speeding Fine 
Infringement Notice:

AND
Nudge SMS:

Dear …,  please refer to our 
recent email to ensure you 
report and update your 
PRISMS data accurately. ASQA Amber letter – Initial letter

Green or red letter – 

Following review of 
data (3 months later)



LETTERS

Amber letter



LETTERS

Amber

 letter Bold and large 
fonts

Present bias 
– explaining 
the long-
term 
implications 
of behaviour

Use of 
coloured 
boxes and 
surveillance 
of past 
actions

Links to 
resources 
simplifies 
messaging 

Messenger 
effect

Use of 
framing (as 
a loss) and 
commitment 
devices 
(putting 
something 
on the lne)



LETTERS

Red letter



LETTERS

Green letter



WHAT WE ACHIEVED



OTHER NUDGE ACTIVITIES CONDUCTED
Other SMS nudge activities and outcomes:

19 Jan Just a reminder: The Annual Declaration on Compliance is open 
from 1-29 February 2024. Please ensure your asqanet details are 
up to date.

15 Feb Just a reminder: The Annual Declaration on Compliance is open 
from 1-29 February 2024. Please ensure your asqanet details are 
up to date.

26 Feb Hi, we recently invited you to complete a feedback survey 
based on your recent regulatory activity. Survey closes 29 Feb. 
Your feedback is much appreciated.

ADC completion rate on 
1st March 2024  

Statistics for 27 Feb SMS as at 1 March 2024 

Hi, we recently invited you to complete a feedback survey 
based on your recent regulatory activity. Survey closes 29 Feb. 
Your feedback is much appreciated.

75 total completed by 29/02, 17 since SMS went out. 

27 Feb

After the SMS was sent, there was an increase in submissions



APPLYING BEHAVIOURAL ECONOMICS 
TO A CONTACT CENTRE

Problem: Did not meet service standards

In 2022/2023 FY
 53,000 enquiries were received
 40% of contacts were from students
 For 30% of total enquiries received, the answer was available on the website

What do we know about Gen Z?
 They are tech savvy
 They prefer self-service
 They don’t want to talk to you, they just want the answer

SO WHY ARE THEY CALLING?



WHAT IS IN MY CONTROL THAT I CAN FIX?

 Specific focus on improving and increasing student web pages

 Changed contact form to redirect students to web pages for common 
enquiries

 Improved IVR messaging to direct students to web pages

 Online access to a list of student records (number 1 student enquiry)

As of April 2024:

 10% decrease in total enquiries compared to the same period last year

 28% of contacts are from students

 Equates to a reduction of 1,590 work hours 



CAN YOU APPLY BEHAVIOURAL ECONOMICS?

 If you have clients or customers

 If they make decisions based on what you do

 If you have data sets

 If your company or organisation is looking to 
maximise engagement and create efficiencies...

…then there is a role to apply behavioural 
economics or nudges in your workplace!



LET’S 
TALK

Q&A
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