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To deliver the most
effective customer communications
we need to understand the biases
at play for our customers.
Here are 8 of the most common ones
we see when people are making
financial decisions.

1. Present Bias
We focus on our immediate
wants and needs and give less
attention to the future.

EXAMPLE: Not putting any
money into a pension because
we have immediate costs to
cover, like childcare.

4. Framing
We react differently to the
same scenario if it’s presented
to us in a different way.
EXAMPLE: Switching bank
accounts because of an
attractive offer without
checking if it has the features
we need, or how much the
overdraft charges are.

7. Loss
Aversion

Let’s get under
the skin of it

We feel a loss much more
deeply than we do a gain, so
we try to avoid them. This can
lead to us putting off more
difficult decisions.
EXAMPLE: Taking out
insurance we don’t really need
because than the actual risk is
very low – but we’d rather pay
than face regret.

2. Defaults

A pre-set course of action that
will take effect if the customer
does nothing. It’s a really effective
tool where there’s inertia.
EXAMPLE: Staying with a
provider that gives poor
service – even when we
complain about them.

5. Limited
Attention
We only pay attention when
it’s grabbed, or if we force
ourselves to concentrate.
EXAMPLE: Not transferring
your savings balance at the end
of a promotional interest rate
because you didn’t read the
maturity letter you received in full.

8. Social
INFLuence
We want to belong and be like
everyone else. This means we
might buy things based on social
factors rather than whether a
product meets our needs.
EXAMPLE: Using the same
mortgage provider as our
friends instead of shopping
around for the best deal.

3. Reference
Points

We don’t evaluate things on
their own merit but tend to
assess them against false
reference points.
EXAMPLE: Estimating the
value of our house based on
what we paid for it, not the
latest market value.

6. Mental
Accounting
We treat money differently
in our minds based on what
we’ve decided it’s for.
EXAMPLE: Taking out a loan
instead of dipping into savings.
The interest we pay on the
loan will be more than any we
earn on our savings.

Excited to
learn more?
Email Barney Knibb at
barney.knibb@cellosignal.com
or call 0131 523 0185.

