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Syracuse 
Stories

Problem: Commercial Permit applications were taking too long to review.

Understanding the problem: It was ~two weeks after drop-off until any review occured

Solution: Create a permit intake process where they are reviewed upon drop off

Innovations: Permit intake process, Project registration form, Permit intake meetings

New Problem: Applicants weren’t showing up for their intake meeting

Solution 2: Doctor’s office model
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Human-Centered Design Evaluation

Baseline the issue

Measure the impact

Tell the story

Loss aversion causes us to 
be  risk averse and risk 

seeking
Frames can clarify and 

confuse reality

Social connections and 
information can cause us to 

cooperate or defect

We have automatic and 
effortful mental processes

What is the lived experience 
of who you are designing for? 

How does what you’re 
building allow them to 

achieve their goal?  

What do the end-users say 
about your prototype? 
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Behavioral Science

Natural experiment 
comparing two 
approaches for 401(k) 
sign ups at Fortune 
500
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Behavioral Science

Friction can increase 
attention and improve 
outcomes

We have automatic and 
effortful mental processes



8 quarterly emails to 300k 
student loan borrowers

Nudging them to view FICO 
score

Does viewing affect 
overconfidence?

Pillars of Municipal Innovation

Behavioral Science
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Behavioral Science

Overall 4% decline Improvement = 1 year of credit history

We have automatic and 
effortful mental processes
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Behavioral Science

Redesigned IRS 
communication to EITC eligible 
households

One treatment just simplified 
notice

Bhargava, Saurabh, and Dayanand Manoli. "Psychological frictions and the incomplete take-up of social benefits: Evidence from an IRS field experiment." American Economic Review 105, no. 11 (2015): 3489-3529.
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Behavioral Science

Bhargava, Saurabh, and Dayanand Manoli. "Psychological frictions and the incomplete take-up of social benefits: Evidence from an IRS field experiment." American Economic Review 105, no. 11 (2015): 3489-3529.

We have automatic and 
effortful mental processes
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Behavioral Science

You have been paired with two people who played the 

Dictator Game. One, E, divided the money evenly, while 

the other, U, divided the money unevenly. He took $18 

and gave $2. Choose: evenly split $12 with U or $10 

with E?
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Behavioral Science

Allcott, Hunt. "Social norms and energy conservation." Journal of public Economics 95, no. 9-10 (2011): 1082-1095.
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Behavioral Science

Benartzi, Shlomo, John Beshears, Katherine L. Milkman, Cass R. Sunstein, Richard H. Thaler, Maya Shankar, Will Tucker-Ray, William J. Congdon, and Steven Galing. "Should 

governments invest more in nudging?." Psychological science 28, no. 8 (2017): 1041-1055.

Overall 2% reduction

Social connections and 
information can cause us to 

cooperate or defect



Pillars of Municipal Innovation

Behavioral Science

Alsan, Marcella, Owen Garrick, and Grant Graziani. "Does diversity matter for health? Experimental evidence from Oakland." American Economic Review 109, no. 12 (2019): 4071-4111.
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Alsan, Marcella, Owen Garrick, and Grant Graziani. "Does diversity matter for health? Experimental evidence from Oakland." American Economic Review 109, no. 12 (2019): 4071-4111.

Social connections and 
information can cause us to 

cooperate or defect
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Behavioral Science

A person has bought two $80 tickets to the theater. 

When she arrives at the theater, she opens her wallet 

and discovers that the tickets are missing. Will she buy 

two more tickets to see the play?
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Behavioral Science

A person goes to the theater, intending to buy two 

tickets that cost $80 each. She arrives at the theater, 

opens her wallet, and discovers to her dismay that the 

$160 with which she was going to make the purchase is 

missing. She could use her credit card. Will she buy the 

tickets?



Pillars of Municipal Innovation

Behavioral Science

Scenario A: 

Scenario B: 

Scenario A: 46% say yes

Scenario B: 88% say yes

Mental accounting and sunk cost fallacy

Frames can clarify and 
confuse reality
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Cooke, Brice, Binta Zahra Diop, Alissa Fishbane, Jonathan Hayes, Aurelie Ouss, and Anuj Shah. "Using behavioral science to improve criminal justice outcomes." University of Chicago Crime Lab Report (2018).
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Behavioral Science

Bhargava, Saurabh, and Dayanand Manoli. "Psychological frictions and the incomplete take-up of social benefits: Evidence from an IRS field experiment." American Economic Review 105, no. 11 (2015): 3489-3529.

You may be eligible 
for a refund of up to 
$XXX

Frames can clarify and 
confuse reality



You are faced with the following pair of concurrent decisions:

(i) choose between
A. sure gain of $240
B. 25% chance to gain $1,000 and 75% chance to gain nothing

(ii) and choose between
C. sure loss of $750
D. 75% chance to lose $1,000 and 25% chance to lose nothing

Pillars of Municipal Innovation

Behavioral Science



3 in 4 people choose AD: 

A+D. 25% chance to gain $240 and 75% to lose $760
B+C. 25% chance to gain $250 and 75% to lose $750

But BC dominates AD.

Pillars of Municipal Innovation

Behavioral Science We have automatic and 
effortful mental processes



Hallsworth, Michael, John A. List, Robert D. Metcalfe, and Ivo Vlaev. "The behavioralist as tax collector: Using natural field experiments to enhance tax compliance." Journal of Public Economics 148 (2017): 14-31.

Pillars of Municipal Innovation

Behavioral Science

Minority norm: “9 out of 10 pay their tax on time.You are currently in the very 
small minority of people who have not paid us yet.”

Gain: “Paying tax means we all gain from vital public services like the NHS, 
roads, and schools.”

Loss: “Not paying tax means we all lose out on vital public services like the 
NHS, roads, and schools.”



Hallsworth, Michael, John A. List, Robert D. Metcalfe, and Ivo Vlaev. "The behavioralist as tax collector: Using natural field experiments to enhance tax compliance." Journal of Public Economics 148 (2017): 14-31.

Pillars of Municipal Innovation

Behavioral Science We have automatic and 
effortful mental processes
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Human-Centered Design Evaluation

What is the lived experience 
of who you are designing for? 

How does what you’re 
building allow them to 

achieve their goal?  

What do the end-users say 
about your prototype? 

Baseline the issue

Measure the impact

Tell the story

Loss aversion causes us to 
be  risk averse and risk 

seeking
Frames can clarify and 

confuse reality

Social connections and 
information can cause us to 

cooperate or defect

We have automatic and 
effortful mental processes
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Human-Centered Design

1 2 3
Empathize

Imagine what it’s like to use 
this service or interact with 

this policy

Ask

Interview folks who interact 
with it and ask what should be 

improved

Facilitate

Let the users build it by 
working with them instead of 

for them

Design & Equity

level level level
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Human-Centered Design Example Time

Trauma 
Response 

Team

i-team

Zivics

app for preventing gun 
violence and traumatic 
events, gamified to give 
folks something to do, 

posted community events, 
create community pride
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Human-Centered Design

End-Users Drive Decisions

What is the lived experience 
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service? 
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mindset etc. 
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reusable grocery bag on the 

doorknob

Prototype
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Human-Centered Design Evaluation

Baseline the issue

Measure the impact

Tell the story

What is the lived experience 
of who you are designing for? 

How does what you’re 
building allow them to 

achieve their goal?  

What do the end-users say 
about your prototype? 

Loss Aversion causes us to 
be  risk averse and risk 

seeking
Frames can clarify and 

confuse reality

Social connections and 
information can cause us to 

cooperate or defect

We have automatic and 
effortful mental processes
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Evaluation

What can you measure?
● Look at steps of the process
● Identify outputs
● Identify outcomes
● Conduct a data audit

Counting is hard!
● Is there a data infrastructure in place?

○ If not, build one
● You can count in different ways:

○ Total
○ Mean
○ Median
○ By type
○ By geography
○ Percentage

Baseline the issue
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Measure the impact
● Identify metrics
● Set targets
● Identify cadence to review

Measure the impact
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Data Based Innovation

Measure the impact
● Identify metrics
● Set targets
● Identify cadence to review

Measure the impact

Additional Measurement of Impact
● T:  Time
● E:  Errors
● A:  Amount
● M:  Money
● Total
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Data Based Innovation

Where to share the story
● Media
● Newsletter
● Staff meeting
● Employee recognition
● Email to mayor/leadership with employee 

owners copied

Tell the story

Iteration
● Evaluation is not for punishment
● Permission to fail
● Learn from what went wrong
● Ideate again
● Measure again
● Share when things don’t work
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Data Based Innovation
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Human-Centered Design Data Innovation

SUMMARY/Tied to Adria’s 
example

SUMMARY/Tied to Adria’s 
example

Count!

Word of caution:  counting 
makes people nervous.

In order to determine 
success you need to 

measure.

Even the way you count can 
be iterated upon!
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Agenda part 1. . . . . .part 2

Putting to Practice

- Activity Introduction
- Group Discussion Round 1

- Behavioral Science
- Human Centered Design
- Evaluation

- Share-out
- Group Discussion Take 2 

(potential to take out)
- Closing

Learning & Lecture

- Syracuse Stories
- Three Pillars with Examples

- Behavioral Science
- Human Centered Design
- Evaluation

- Q&A
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Activity

Problem 1: We need to cite more health and safety issues in homes

Explanation: Code inspectors are only citing the issues that are complained about.

Problem 2: We need to standardize what we are citing 

Explanation: Each problem in a house can be cited multiple ways.  For example, you could cite poor 
ventilation with three different NYS codes.  We weren’t able to get a sense about the most common type 
of violation because things were cited inconsistently.



What are some things you could measure?



Select your metric



Favorite Ways to Measure

● Reduce variance from 10% to 5%
● Fill 95% of pothole complaints within 48 hours
● Increase compliance from 20% to 30%
● Achieve 90% satisfaction from constituents
● Increase the median (or mean) calls to CityLine from 50 to 100 per day.
● 500 people will participate.



Set your target



Data Visualization
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Data Visualization



To Do

HOME!

Doing

Pending

Data Visualization



Data Visualization



Prototype Time!



Data Review

● How often will the data be updated?
● Who will review?

○ How frequently will each person review?
● How are the reviews structured?

○ Individually or a group?
○ Everyone gets data ahead of time - or - look at it at the same time?
○ Who presents the data?

● Does the data get shared with people external to the project?
○ Who?
○ When?



Develop Review Plan



Share Out


