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About Mesa, AZ
• Located in Phoenix Metro Area with a population 

of over 504,000

• 4,683 total city employees

• The 37th largest city in the U.S. and the 3rd largest 
in Arizona

• Larger than Miami, Minneapolis, Atlanta and St. 
Louis, 
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Mesa Nudge Team 
Community of Practice

• Break the silos of departments and divisions 
by working together in a cross-departmental 
and cross-functional team.

• Connect resources of city departments and 
build partnerships and relationships among 
team members.

• Create internal growth opportunities for 
employees to develop skills and exposure to 
all areas of the city.

• Contribute to a healthy and cohesive 
organization that benefits both city employees 
and those who work/live/play in the City of 
Mesa.

About Us
Lorem ipsum dolor sit amet, consectetur 

adipiscing elit. Etiam aliquet eu mi quis 
lacinia. Ut fermentum a magna ut.

4



TREY
r e s e a r c h

Founding of  the Mesa Nudge Team

 Established in Fall  2020 by attracting city 
employees who had received Performance 
Excellence Certification and took Nudge course.

 Grow from 14 to 25 team members that represent 
every public service department, like Police, Fire, 
Park, Library, Mesa Art Center and key internal 
service departments, such as OMB, HR, IT.

 Deputy City Manager, OMB director and 
Performance Administrator are the Executive 
Champions of the City Nudge Team,

 Partner with Behavioral Insights Team – New York

 Work on Citywide high impact projects
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City Nudge Team Operations
 Led by Joe Zhao, Senior Performance Advisor

 Monthly Case Study training with BIT-NY

 Create Team Charter. Develop Annual Work Plan 
to identify nudge initiatives at the beginning of the 
year

 Form nudge project teams based on the interest 
from team members and project needs

 Nudge Project Lead work closely with the project 
lead in the department for each project 

 Guidance and advice provided by the advisor of 
BIT-NY
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Nudge Projects 
and Outcomes
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1. Code Enforcement

The Aim:
• Project conducted in 2020-21 to increase the rate 

of voluntary compliance for code violations

• By increasing voluntary compliance, the city is 
helping residents avoid unnecessary fines and 
reduce blight.

• City partners with BIT to implement this project

About Us
Lorem ipsum dolor sit amet, consectetur 

adipiscing elit. Etiam aliquet eu mi quis 
lacinia. Ut fermentum a magna ut.
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The Outcome
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The Result
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Data Collection Starts

Data Collection Ends.
Mesa adopted 
Nudge Letter as the 
standard letter
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2. Voter Registration

The Aim:
• Increase voter registration among minority groups

• Insert the flyer in water bill

• Both were also printed with English on one side 
and Spanish on the reverse. One uses more formal 
language, the other uses informal language.

About Us
Lorem ipsum dolor sit amet, consectetur 

adipiscing elit. Etiam aliquet eu mi quis 
lacinia. Ut fermentum a magna ut.
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The Outcome
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Lesson Learned – Why Nudge 
is Not Working as Expected
• People expect government letter is formal

• This finding counters the conventional logic that 
when government communications use dry 
language and are visually unappealing, they cause 
residents to disengage.

• Citizens may perceive the informal letter from the 
government as illegitimate

About Us
Lorem ipsum dolor sit amet, consectetur 

adipiscing elit. Etiam aliquet eu mi quis 
lacinia. Ut fermentum a magna ut.
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3. Library Card Renewal

The Aim:
• Project conducted in 2o21 to increase city library 

card renewals after library reopened after COVID-
19.

• Developed the Modified Email (nudge) and Control 
Email and sent to Mesa residents via Govdelivery.

• City library partnered the Mesa Nudge Team to 
implement this pilot project

About Us
Lorem ipsum dolor sit amet, consectetur 

adipiscing elit. Etiam aliquet eu mi quis 
lacinia. Ut fermentum a magna ut.
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The Outcome – Control Email
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The Outcome – Nudge Email
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The Result

Library uses nudge email 
in pilot study to launch 
citywide campaign for 
library card renewal
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4. Sustainability – Water Use 
Wisely Campaign

The Aim:
• Drive more traffic to the Water – Use It Wisely 

website from Mesa residents Increase the rate of 
voluntary compliance for code violations

• Conducted A/B testing on Facebook

• 2 Themes: 
• Conservation & Sustainability
• Save Money

About Us
Lorem ipsum dolor sit amet, consectetur 

adipiscing elit. Etiam aliquet eu mi quis 
lacinia. Ut fermentum a magna ut.
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Conservation & Sustainability
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Control 
Design

Nudge 
Design
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The Outcome – Conservation & Sustainability
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Conclusion: Nudge Version B outperformed HAPI Version A in terms of clicks 
and click-thru-rate. The clear and concise headline relating to social norms 
resonated with residents more. 
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Saving Money
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Control 
Design

Nudge 
Design
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The Outcome – Saving Money
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Conclusion: HAPI Version A outperformed Nudge Version B in terms of 
impressions, clicks and click-thru-rate. 
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Lesson Learned

• Appeal to social norm works well on sustainability 
subject

• Appeal to mental accounting (spend less on plants 
and more on summer fun) and deadline (more 
likely to respond to deadline) may not work well on 
the sustainability topic

About Us
Lorem ipsum dolor sit amet, consectetur 

adipiscing elit. Etiam aliquet eu mi quis 
lacinia. Ut fermentum a magna ut.
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Ongoing and Future 
Nudge Projects
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The Future of 
Mesa Nudge 

Team
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A Thriving 
Nudge 
Community 
of Practice
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Team Has Both New & Experienced Team
Members

Maintain Impressions of Positive Gains - This is 
Worth My Time and Energy

Behavioral Insight Concepts - Knowing & 
Using

Avoiding Workgroup Fatigue and Keeping 
Connections High
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Questions!
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Thank You!
Jolene Pomeroy & Joe Zhao

City of Mesa, AZ
NudgeTeam@mesaaz.gov

www.mesaaz.gov
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