Behavioural Science
Case study:
Irrational Labs+
Nextdoor
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[dentitying key behavior to change “

To complete the onboarding steps,

so that user can start interacting with the community
within a week of completing profile.



Behavioural Map

Mapping the process ¥

Splash with login buttons Signup or login Address & name input Location access Allow notifications Add & Adjust Profile pic Partner details
Option to login with google, With email ID & password Country, zip code & street to To confirm the address, To stay up to date. App native Option to add from Spouse email
facebook, Apple & email. Invite input. Also option of forgot discover the neighbourhood. option to try another way. dialog box to allow or not. phone or facebook with skip option
code & language option. password. Also the full name input. and edit pic.

Profile building without knowledge of how the app works

There is no AHA moment here, only entering user data without giving a peek of what all app can do.
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Behavioural Map

Mapping the process ¥

W T Lack of mental model

Emergency details Contact syncing Invite friends Mailing on behalf Pledge with rules Say hello Track app data Main screen

Spouse email To see who are Contact list Asking for permission to Some rules to follow with Add location and pic and Dialog box asking Getting started, local

with skip option nearby with invite periodically print and mail main CTA button of ‘Go to say something about for permission for deals and profile
buttons invitations on users behalf. neighbourhood’ yourself or ask a question. tracking completion bar.

App discovery starts here

After lot of steps, finally some elements can be seen here.
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[dentitying Biases & Barriers 7%

Picture Superiority Effect

We remember images far better
than words

The image used in the main banner here
is not corresponding with the concept of

the app.

nextdoor

Explore your
neighborhood

Salience

Our choices are determined by
the information we're shown

(> Continue with Google

& Continue with Apple

Continue with Facebook Using too many buttons here is diluting
53 Caveinde Withiemal the main CTA or the salience here.

@ EN (US) ¥ Have aninvite code?



Identitying Biases & Barriers %4
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; ) ¢ Endowed Progress Effect
' We reach our goals faster when ];I
Enter your address to find we have help getting started

Sign up or log in ’ 3
your neighborhood What's your name:
Members use their real names to build trust and
Erail address community in their neighborhood.
h v There is no progress bar hence user can
First name Last name .
password vt | have a perception of how many steps
Zip code

are remaining in onboarding.

Forgot password?
Street address

B Your address won't be seen by others. You

can change this setting anytime. RiSk AverSion

We don’t like uncertainty and
generally stick to what we know

User will feel uncertain about the why
they are providing information
beforehand without getting any value

Continue
Continue
@ EN (US) V Continue 'F' rst.
Member Agreement  Privacy Policy
. ] . ]



Identitying Biases & Barriers %4
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Reactance
Skip =8 We'll do the opposite from what
Allow locati ¢ o L we're asked if we're pushed too
owlocation access to Turn on notifications to Turn on notifications to hard
confirm your address stay up to date stay up to date
If you're near your home, tap continue to confirm
your neighborhood. This ensures Nextdoor c c
neighbors are real people with real addresses. SEsITa SECEBE VBT . S AS|(| ng for |OCC1t|0n access & Qnd
il | <« Wave . Sarah sent you a message: . .
poes the blockparty start.. notifications here can create reactance.

@ Julia replied to your post Northside

trail runners meetup. ‘ '
“Nextdoor” Would Like to

@ Send You Notifications

J Chetan mentioned you in
Photographer needed.

Notifications may include alerts,
sounds, and icon badges. These can
be configured in Settings.

Goal Priming
When we're reminded of our

@ .

L)

S = fg* Alva and 6-others commented on Bike Ei:lflllf:i“m I ,u.ﬁ.lrow al ms, we're more motivated to
lane oo Main St. ‘ Photographer needed. CER G
In this whole onboarding, the values &
aim of the app is lost somewhere.
Continue

Verify another way

Allow notifications




Identitying Biases & Barriers %4
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4 Skip

You're in! Now add your
profile photo

.. Help your neighbors recognize you. Over
? ; 22 million Nextdoor neighbors use
photos.

Upload from Phone

Upload from Facebook
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Make sure your partner
gets important safety
updates

Spouse or partner's email

Skip

Continue
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4 Skip
Add emergency contacts

Allow neighbors to reach people you trust in
an emergency. Their emails won't be visible.

Email address #1

Email address #2

Your emergency contacts will be invited to join if
they are not Nextdoor neighbors.

Continue

Default Effect

We tend to accept the option
pre-chosen for us

Uploading pic due to stigma can be a
hurdle here, instead default pic can be

used here & can be changed later.

Fluency Shortcut _
Statements that are easier to
understand are more believable

=

The text here is not bold about why the
step is important here. What do you
mean by ‘safety updates'?
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See who you know nearby

Get the latest neighborhood info

Hear more updates from the people that interest
you most.

Contacts are securely stored. Update contact syncing
anytime from your privacy settings.

Continue
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Choose friends to invite

Q. Search by name

SUGGESTED CONTACTS

e Simi

o Dexter

Angie

Invite

Invite

Invite

Invite

Invite

Invite

Invite

Invite
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Allow Nextdoor to mail
letters on your behalf

Allow Nextdoor to periodically print and and mail
invitations on your behalf to help grow your
neighborhood. Invitations include:

- Your name
« Your street name
- Helpful information about Nextdoor

Allow Nextdoor to mail
invitation letters on your
behalf?

Opt out anytime in privacy settings
Confirm

Opt out

% Fast and Slow Thinking

We take spontaneous decisions

SusaN  that can cause regretful damage

Due to the long onboarding process,
users might not think about the

consequences of syncing contacts here.

Analysis Paralysis
Our capacity to process info &

make decisions reduces with
each made

Too many steps is reducing the capacity
to process information & might end up
not completing the onboarding process.
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Certainty Effect

.7 John, say hello to
your neighbors

Say something about yourself, ask a
question, or share a recommendation...

9 Add location

2] Take a photo or video

Continue

Kind Neighbor
Pledge

Be helpful

We crave clarity over chance and

{7 John, say hello to make costly sacrifices to get it

your neighbors

Say something about yourself, ask a
question, or share a recommendation...

Users dont have an idea of how their
posts will be placed and showed to

Keep posts and conversations constructive, SEMarine Dr o U@ X . . . .
even when opinions diffe - s whom. Stigma is a major barrier here.
KentAve N EKentAveS =
Lead with respect
) 2670-2680 East Kent Avenue North
Remember that your Nextdoor neighbors are a Riverfront. Vancouver CA-BC
art of your offline community, too. ' ' - .
PRy i ® Hedonic Adaptation

Do no harm

Don't engage in activity that could hurt a
neighbor or put them in danger.

All are welcome

Racism, hateful language, and discrimination
are expressly prohibited.

Go to your neighborhood

We feel less joy for a gain and

discomfort for a loss as time
goes by

As the time has passed, there is less joy
about the process that user might start

skipping the steps here.

2] Take a photo or video

Continue
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&
Ramadan Mubarak
Celebrate the communal spirit of Ramadan with your

Muslim neighbours by wishing them a blessed
Ramadan during their fast.

Share good wishes

Local Deals X

3 new deals from businesses near you

- JI

Doggie Care Services Ltd Wizedet

10% off Canine Anesthetic Free teeth 20% ofl

cleaning. Mobile service at your door... study g

125 neighbors saved [1 Ssave 4 neighl
See all

A @ T © n

Home Discover Post For Sale Notifications

Resend the email.

0:4149 all F (@) - ~ .
Q. Search Nextdoor Q lelted ChOIce
‘ﬁ We're more likely to decide when

You need to verify john.mobbin1@gmail.com.

the options are sensibly
restricted

Look for the verification email fromm Nextdoor.

Get started
N p——— Now the main app shows finally but there are too many elements on
204 groups inyourlocal  Stay up to date the main page to discover which can make users confused & can

{ﬂ% make their options sensibly restricted.

Explore groups Turn on noti Self- Expr ESSion
We constantly seek out ways to
3 of 6 steps completed communicate our identity to

==
others

Local Deals X

3 new deals from businesses near you

- Posting should have got the main priority with a post feed element
“L — on the pain page instead of a button. There are lot of local deals &

@,,. explore groups elements which is taking away the focus from the

A ©) © Q userjourneyCommunication.

Home Discover Post For Sale Notifications




Amplitying Benefits "

9:41 il 5 - Q

Step10of 5
< Progress bar with a description of
Sign up or log in Your details will help in personalised why taking details is important.
experience.
Email address - .
Signup or log in

Password M
Email address

Forgot password?

Password Mt

Forgot password?

Continue
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Amplitying Benet
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Ramadan Mubarak
Celebrate the communal spirit of Ramadan with your

Muslim neighbours by wishing them a blessed
Ramadan during their fast.

Share good wishes

Local Deals X

3 new deals from businesses near you

——
o —

g -
7 M —
Doggie Care Services Ltd Wizedet
10% off Canine Anesthetic Free teeth 20% oft
cleaning. Mobile service at your door... study g
125 neighbors saved [1 Save 4 neighl

See all
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Home Discover Post For Sale Notifications
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. John, say hello to
your neighbors
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Say something about yourself, ask a
question, or share a recommendation...

Share with neighbors

Local Deals X

3 new deals from businesses near you
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Doggie Care Services Litd Wizede:
10% off Canine Anesthetic Free teeth 20% of
cleaning. Mobile service at your door... study g
125 neighbors saved [ save 4 neighl
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Hame Discaver Past Far Sale Matifications

Implementing the self-expression
concept here by introducing a
sharing dialogue box.






