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About Mesa, AZ

* Located in Phoenix Metro Area with a population [ Qg
of over 504,000
* 4,683 total city employees NORTH
« The 37th largest city in the U.S. and the 3rd largest
in Arizona
« Larger than Miami, Minneapolis, Atlanta and St. = Froomy
LOlliS, e u;gh::t?:l
sme== Rail
_(_.; iirport




‘l.l_- ks

a-nmml I’”’.’"’”’r iR e . .' smamama-

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.




y 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



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




Nudge Projects
and Outcomes




1. Code Enforcement

The Aim:

* Project conducted in 2020-21 to increase the rate
of voluntary compliance for code violations
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« By increasing voluntary compliance, the city is 5
helping residents avoid unnecessary fines and

reduce blight.
 City partners with BIT to implement this project




mesa-az

Notice of Ordinance Violation

COD18-08429

WIMN GARRELL E/GLEMDA 5
1446 N 500 E
FLEASANT GROVES, UT B4062

Address 47 N FRASER DR, MESA, AZ 85201 Parpel Wumber; 138220632
Dalm of Motice: 81172019 Casa Numbar, COD 064898

THIS IS THE ONLY NOTICE THAT WILL BE SENT

This lefer sanves as legal noice of viclation{s) of tha Masa City Coda Tabed bakve:

IT the vialalionis) ane not comeciad or AMangamants mads with ihe Coce Compliancs Ofoar by
September 35, 2019, chsil ctationds) could ba issuad that resull in civil fines and feas,

Piease conlact Frank Hoglund al 480-644-5742 Frank Hoglund{iMesalZ gov il you hawe ary quesiions
of wish o maks armangemenls fof the cormection al the violations, Por lavor de contaciar gl Odcigl oe
Codigo al (450) 634-42T 3 con pregunias

Violation Coda:  8-5-3(A) Date of Vielation: 0210729015
Comecliva Action The blue passenge car in the drivesay (AL regisiration BXCASDET) maust

b made opérdble and | or regisiemd lo remain on the propacty o il musk
be remowed from the property

Ordnarcs Summany The responsible party af any property shall nolt cause or allow ar
ahandoned, inopeabla or unregistered vahicle, or @ny pans of B vehics
thareal, to be parked or stored oulside or under & carpon of ather rool
area not enclosad by walls, dooms o windows. of any building on amny lal for
lenigar than 10 days. When an urvegistensd vehicle is oparable and
wisible from the righl-=of-way, il shall be placed nder & carpon or ndhar
roal araa of any bulding

Notice of Ordimance Wiclation

Failuwre to act by Februarny 06,

2020 may result in over
-‘ $460.00 in fines par viclation.

mesaaZz

Johnzan Emmat P
Z505 N WINTHROF
MESA, AZ BEZ13

Locaton af vislation: 2508 N WINTHROP, MESA, AT
BE213

Date of Molice: Jarmary 22, 2020

Yol case mumber CODD-00415

Dwar Johnson Emmet P,

| inspeched wour property on Jarmuary 22, 2020, | nobced tal some aapects oo nol comply wilth the Mesa
City coda, Wia count on nesidants 10 &0 thasr pan to kessp cur comeurity chean and 5afe. You can help
Improva your neighbomocd by 18king e action(s ) stad below

Action Plass remove tha ovargrewn vegatation throughoul vour frent yard lsndseaping.
Required by

Fabruary 08,

L]

Action Plaaso have tha Subary currently roglstsrsd with tha MVD, or have it removed
Required by from tha fromt proparty. The cument plate sxplred In 2018,

Fabruary 08,

2020

Actian Vehlcles parked immadiataly sdjasent o yeur diviway must be on the dustpraal
Required by | surtsce with & parmanant berdar.

Fabraary 08,

-]

If Erese viokations ars nof comecled, or alemale amangements made with me by February 08, 2020, you
may be ismueed a cvil citation. | hepe you act before the deadline to aveld paying a $460.5 fine per
wiclation.

If you have any questions, or want 1o make arangemesris, please comact me foday ol 480-544-3020 or
kristin insdalaglmesaaz gov

Uistad ha racibida uea noiteacilin da woalaohin 0w Orananzas mumiciisas, Mo sciuarie pueda nasher
hasta S4E60.00 par wiolaciin, Si Mane dodes sobre &l conlenido de esia carls por Svor comuniguese
con Krishin Tiraoede, Oficed co Cadigo, & Admeo o comeo faedos ariba,

1 Wil Ui W, A5 Bl 0, i, A AT 0. i i e, i e B, i il
e Hemprs. & £, i - Wipe

Business-as-usual NOV

Redesighed NOV




The Outcome

(

P-values help us
understand whether the
difference between
frames could be due to
chance.

\__

50.0

40.0

20.0 -

Voluntary Compliance

10.0 1

BAU NOV

n= 3,708
*p<001,*p<0.05 +p<0.1

We are 95% confident
that the “true” difference
between the two NOVs
is within the confidence
interval.

J

We estimate that )
approximately 40 more
households who

received the new NOV
complied voluntarily Yy

New NOV

Primary analysis, controlling for code officer and complaint source




Code Case Voluntary Compliance

Percent of code cases resolved through voluntary compliance. Compliance = responsible party abating the violation prior issuance of a
citation. Voluntary Compliance is when the violator makes the corrective action necessary to close out the case. This applies to COD,

COR and some COB cases( building without a permit).

Summary  Detailed Metadata

Data Collection Starts

Percent Resolved through Voluntary Compliance

7 4 3 O/ 80.0%
‘ 0 60.0% .’\/’\\‘.—*4
cases 40.0%
6/1/22 - 6/30/22 20.0%
2020

April July

Target 60.0%

Chart BB Summary Table

Methods and Analysis
Methods

Rate of # voluntary compliance / # total count by case status data.

Analysis

October

2021

April July October 2022 April July
Data Collection Ends.
Mesa adopted View Source Data
Nudge Letter as the

standard letter About This Measure

Reporting Period

Every Month

Pl U P R,



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.
IMPORTANT

Voting

INFORMATION

12020 b




Copy of the formal insert (English and Spanish)

Dear Resident,

The City of Mesa is trying to make sure

all citizens get the chance to vote so we’re
sending out this courtesy reminder. The whole
State will be voting in 2018 to choose our
candidates for Arizona Governor, US Senators,
US Representatives, and our local elected
officials.

THE ELIGIBILITY REQUIREMENTS
FOR REGISTERING ARE:

1. You are a citizen of the United States

2. You have been an Arizona resident for
at least 29 days prior to the election
you wish to vote in (the Primary is on
August 28, 2018 and the General is on
November 6, 2018)

3. You are 18 years or older on or before
the date of the election you wish to vote
in

4. You have not been convicted of a felony
or treason, unless your civil rights have
been restored

TO REGISTER, GO TO:
https://recorder.maricopa.gov/elections/
registrationform.aspx

Or call: 602-506-1511, or for the hearing
impaired call 602-506-2348, and request your
registration form.

Sincerely,
The City of Mesa

—\ W
mesa-az

Estimado Residente,

La Ciudad de Mesa est4 intentando asegurar
que todos los ciudadanos tengan la oportunidad
votar, asi que estamos mandando este cordial
recordatorio. En el 2018, todo el estado va

a votar entre nuestros candidatos para elegir

al Gobernador de Arizona, Senadores de

los EE.UU.,, Diputados para la camara de
Representantes, y nuestros oficiales elegidos
locales.

LOS REQUISITOS DE ELEGIBILIDAD
PARA REGISTRARSE SON:

1. Ser un ciudadano de los Estados Unidos.

2. Que haya sido residente de Arizona por
lo menos 29 dias antes de la eleccién en
donde quiere votar (la Primaria sera el 28
de Agosto del 2018 y la General el 6 de
Noviembre 2018)

3. Tener 18 afios o mas en o antes el dia de
las elecciones en que desea votar

4. No haber estado declarado culpable de un
delito o traicién, a menos que sus derechos
civiles hayan sido restablecidos.

PARA REGISTRARSE, VAYA A:
https://recorder.maricopa.gov/elections/
registrationform.aspx

O llame: 602-605-1511, o para las personas con
discapacidad auditiva llame a 602-506-2348, y
pida su forma de registro.

Sinceramente,
La Ciudad de Mesa

M\ N
mesa-az

Copy of the informal insert (English and Spanish)

Dear fellow Arizonan! .

We've got an election coming up

in Mesal The whole State will

be voting in 2018 to choose our
candidates for Arizona Governor,
US Senators, US Representatives,
and our local elected officials!

REGISTER TO VOTE
TODAY IF YOU'RE
NOT ALREADY!!

Join your fellow Arizonans and
register by visiting this website:
https://recorder.maricopa.gov/
elections/registrationform.aspx

We want to make sure all Mesa
residents get the chance to vote
so we're sending you this courtesy

Hola compafiero arizonenses!

Tenemos una eleccion que viene a
Mesal En el 2018, todo el estado va

a votar entre nuestros candidatos
para elegir al Gobernador de Arizona,
Senadores de los EE.UU., Diputados
para la cdmara de Representantes, y
nuestros oficiales elegidos locales.

IREGISTRATE HOY
PARA VOTAR SI NO
LO ESTAS YAl

Une a tus compafieros de Arizona y
registrate visitando este sitio web:
https://recorder.maricopa.gov/
elections/registrationform.aspx

Queremos asegurarnos que todos
los residentes de Mesa tengan la
oportunidad de votar, asi que estamos

reminder :) manddndote este cordial recordatorio :)
+7, atl +7, st
‘I-

MmesSa-aZ

29 K

s Mesa-az

-




Figure 2: Effect of the inserts on registration (all groups)
0.7

The Outcome

0.6 1

0.57

0.4

0.3

0.2

0.1

Registered between Apr 30 2018 and May 29 2018

0.0-

Control Formal insert Informal insert
N=87,493

*** p<0.001, ** p<0.01, * p<0.05, + p<0.1



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




3. Library Card Renewal

The Aim:

* Project conducted in 2021 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




SUBIJECT: Time to renew your library card (It only takes 2 minutes!)

Hello .

Thank you for being a Mesa Public Library card holder. It's time to renew your library card. You can now
easily renew online!

Your library card allows you to check out new arrival books and movies, kids’ favorite picture books and
chapter books, and so much more — you can even check out seeds for your garden and cake pans!

You also have access all our e-resources and downloadables from home. Learn new skills with LinkedIn

Learning, download eBooks and audiobooks from CloudLibrary, enjoy always-available magazines from
Overdrive, and more.

If you need a replacement card, please visit us during open hours. Our libraries are open with full service
from Mon-Thurs, 10am-8pm and Fri-Sat, 10am-5pm.|

Renew your card now

SUBJECT: Time to renew your library card (It only takes 2 minutes!)

Hello

—_—

According to our records, your library card has expired. You can now easily renew online!

property in Maricopa County, your library card and library card renewal are FREE. Submit the online

. application, we'll update your account, and your card number will not change. Renew by August 31* for
M Od |f|ed a chance to win exclusive Library SWAG.

E ma | I Make sure to keep your access to hundreds of thousands of books, eBooks, audio books, magazines,
plus countless online resources provided by Mesa Public Library. Your library card allows you to check
out up to 70 items including the hottest new arrival books and movies, favorite kids” books, and so much
more — you can even check out seeds for your garden and cake pans!

If you need a replacement card, please visit us during open hours. Our libraries are open with full service
from Mon-Thurs, 10am-8pm and Fri-Sat, 10am-5pm.

R e




The Outcome — Control Email

City of Mesa - Bulletin Detail Report JOVDELIVERY
Subject: It's time to renew your library card (it only takes 2 minutes!)
Sent: 08/24/2021 10:40 AM MST
Sent By sara. ipich@mesaaz. gov
Sent To: Subscribers of Library Card Renewal Nudge Project - Set A-2
o B Email 0% Pending

2,895 @

98%

2% Bounced

r Delivery and performance

These figures represent all data since the bulletin was first sent to present time.

Progreds B Deliversd  Racipients ® Delivered  Opaned Urnique  Bounced/Fadled  Unsubscribes

D Recipients 0y | i 30% Open Rate
xd 10% Click Rate
VBl rss
r Email Delivery Stats
e W sAnempted [l Cumulative Atiempted Minitey f:g.'::.m
oy 2500 3 99%
- il 5 99%
% ::‘; 10 99%
ratgd 500 30 1009
e 3 5 10 30 &0 120 " e i
120 100%
r Delivery Metrics - Details - Bulletin Analytics
2,895 Total Sent 2,467 Total Opens
2,840 (98%) Delivered 1109 (39%) Unique Opens
0 (0%} Pending 316 Total Clicks
55 (2%) Bounced 275 (L0%) Unigue Clicks
0 (0%) Unsubscribed 12 # of Links

Emall Bulletin Delivered  98.1% 2,805 2,840 1106 § 39.0% 55 o
Digest nia ria o 0 01 0.0% o 0
SMS Message Delvered 0.0% o o nia ] na
Link URL Unigque Total
Clicks Clicks
https:/fwww.mesalibrany.org/my-account/renew-my-library-c... 261 302

https://public.govdelivery.com/faccounts/AZMESAfsubscriber/. ..
https:/isubscriberhelp.govdelivery.com/
https:/iwww.mesaaz.gov/7utm_medium=email&utm_source...
https:/fwww.mesalibrary.org/about/hours-and-locations?utm_...
https:/ftwitter.com/mesalibrary?utm_medivm=emailéutm_so...
https:/fwww.facebook.comfmesalibrary?utm_medium=email...
https:/iwww.youtube.com/channelfUCbaB4eVOiwiPimds TWX...
https://www.instagram.com/mesalibrary/?utm_medium=ema...
https:/iwww.goodreads.com/fuserfshow/82744751-mesa-libra...

https:/{subscriberhelp.granicus.com/futm_medium=email&u...

2 O 0 9 o g o +HF N ONOO
2 o o 9@ a a8 @ = N M O

https:/iwww.mesalibrary.org?utm_medium=email&utm_sour...




The Outcome — Nudge Email

; ; : ]
City of Mesa - Bulletin Detail Report QOVDELIVERY
- Delivery and performance
Subject: It's time to renew your library card (it only takes 2 minutest} These figures represent all data since the bulletin was first sent to present time.
Sent: 08/24/2021 10:41 AM M5ST
iy 2 Progresi % Delivered Recipents # Delivered  Opened Unique  Bounted/Failed  Unsubscribes
t By: A ¥
it SC) e P Emall Bulletin  Delivered  S8.1% 2,943 2,888 1109/ M.4% 55 o
Sent To: Subscribers of Library Card Renewal Nudge Project - Set B-2
Digsst n/a i L] 1] 0/0.0% Q o
2 9 43 o B Email 9 3 n/ 0% Pending SMS Massags Delvered  0.0% 0 o e 0 na
r X8 0O 2% Bounced
B Recipients X0 R o Oban Nat Link URL Unique Total
- Clicks Clicks
xQ 18% Click Rate
/) nss https:/fwww.mesallbrary.org/my-account/renew-my-library-c... 493 586
Emall Delivery Stats https:/fpublic.govdelivery.com/accounts/AZMESA/subscribary. .. [ 7
FE L] L
B “Atempled ] Cumulative Attempled Minutes mulm https./fwww.mesalibrary.org/about/hours-and-locations futm_... 3 3
100% i
) 200 3 100% https:/iwww. mesalibrary.orgMfind/stuffbrary/seed-library Tutm. . 3 3
- 2000 5 100% https://www.instagram.com/mesalibrary/Tutm_medium=ama... 1 2
0% :E 10 100% https://subscriberhelp.govdelivery.com/ F 2
20% 500 30 100% https:/fwww.facebook.com/mesalibrary?utm_medium=eamail.., 1 2
e 3 5 10 20 B 150 a &0 100% https:/fiwitter.com/mesalibraryfutm_medium=emall&utm_so... 1 .
120 100%
https:/fwww.mesalibrary.orgfind/stufforary Tutm_medium=e. ., 1 1
r Delivery Metrics - Details ——  — Bulletin Analytics https:/fwww.mesalibrary.org Tutm_medium=emailutm_sour. .. 1 1
040 Wi Serk 4,430 Total Gpens https://subscriberhelp.granicus.com/7utm_medium=email&wy... 0 4]
2,888 (98%) Del d 1109 (38%) U L&) ' A
l o ¢ Y N———— https:/fwww.mesaaz gov/Tutm_medium=semallbutm_source., 0 0
0 {0%) Pending 609 Total Clicks
h 1 : : | L] 5] 7
S8 (2%) Bounced S13 (18%) Unique Clicks ttps:/fwww. youtube com/channel/UChaBdevawaPimds TWX 0 0
0 (0%) Unsubscribed 18 # of Links https:/fwww.goodreads comfuserfshow/82 744751 -mesa-libra... 0 0




Library Cards Issued

The number of library cards issued each month.

Summary Detailed Metadata

Library Cards Issued

2,909 = :

2,000

Cards

1,000
6/1/22 - 6/30/22

@ OnTrack 0 .
2019 2020 2021 2022

Target 2582 June 2022

Chart | @ Summary Table Library uses nudge email  veocovcen ~
in pilot study to launch
Methods and Analysis CityWide Campaign for About This Measure
Methods library card renewal

Reporting Period

Every Month

Sum the total number of library card issued by month.

Calculation Type
Sum

IIIIIIIIIIIII%IIIIIIIIIIIIII




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




C tion & Sustainability
City of Mesa, Arizona Government @ City of Mesa, Arizona Government @
@ Published by HAPI @- 17h - @ o Published by HARI @ - 17h - @

& Raise your hand if you lost some of your favorite plants during last summer’s heat. ¥ Who doesn’t want to have a beautiful landscape while saving the planet?! Your
Spring is the perfect time to select low water-use plants to beautify your yard while neighbor, with all the colorful flowers, already discovered our spring planting website
helping to conserve our precious water supply for generations to come. Water - Use It that can help you create a yard with beautiful and easy-care plants requiring little
Wisely has the ultimate spring planting resource for you to do just that. water at https://www.waterplantitwisely.com/
ContrOI https://www.waterplantitwisely.com/ . : NUdge

Design

\DE( SHADEON

\RY-WATER | UNNECESSARY WATERING.

o %<  WATE
‘ SE . USE
CF P HISE

WATERPLANTITWISELY.COM WATERPLANTITWISELY.COM

Water-Use It Wisely Learn More Water-Use It Wisely Learn More
Water -PLANT IT WISELY The Ultimate Arizona Spring Landscapin... Water -PLANT IT WISELY The Ultimate Arizona Spring Landscapin...




The Outcome — Conservation & Sustainability

Avg Session
Duration

Impressions Link Clicks Link CTR CPC Links Post Reactions  Post Shares

Conservation and

Sustainability 17,305 177 1.02% $100.44 $5.80 50.57 21 5 0:00:06
HAPI Version A
Conservation and
Sustainability 17,092 258 1.51% $148.12 $8.67 50.57 23 8 0:00:10
Nudge Version B
TOTALS 34,397 435 1.26% $248.56 $7.23 $0.57 44 13 0:00:08

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.




Saving Money

City of Mesa, Arizona Government @
g Published by II:\I-"!@ 17h @

& Raise your hand if you spent big bucks trying to keep your plants alive during last

COI‘ItI"Ol summer’s heat. Save money each month on your water bill by replacing trees and
shrubs you lost with beautiful, low water-use plants. Water - Use It Wisely has the

ultimate spring planting resource for you to do just that.

L]
Des‘gn https:/fwww.owaterplantitwisely.com/
I

Wh'se thsoning

SHADEON

UNNECESSARY-WATERING.

WATERPLANTITWISELY.COM

Water-Use It Wisely Learn More
Water -PLANT IT WISELY The Ultimate Arizona Spring Landscapin...

City of Mesa, Arizona Government & o
9 Published by HAPI @ - 17h - @

J Spend less on your water bill and more on summer fun! Check out the secrets of
creating a beautiful landscape while saving money each month. Be sure to visit our NUdge
special spring planting website for guidance, advice and ideas before things heat up

next month. https://www.waterplantitwisely.com/ Design

‘ WATER
I"Li

WATERPLANTITWISELY.COM

Water-Use It Wisely Learn More 24
Water -PLANT IT WISELY The Ultimate Arizona Spring Landscapin...




The Outcome — Saving Money

Avg Session

Impressions Link Clicks Link CTR CPC Links Post Reactions Post Shares Duration

Hi";‘,‘l’%z'r‘;i“oe: A 25,893 308 1.19% $170.81 $6.60 $0.55 31 8 0:00:23
Nusdag‘;ev";‘r’;‘ii"r" 5 11,308 121 1.07% $77.25 $6.83 $0.64 24 5 0:00:26
TOTALS 37,201 429 1.15% $248.06 $6.67 $0.58 55 13 0:00:24

Conclusion: HAPI Version A outperformed Nudge Version B in terms of
impressions, clicks and click-thru-rate.




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







Citizen Voluntary
Engagement Compliance

Promote Early Voting Increase the voluntary
compliance on damaged city
property reimbursement

Environmental &
Sustainability Solid Waste
Reduce Trash Equipment Operator
Consumption of the City Recruitment and Retention

Reducing Di_gital Occupational Safety &
Divide Health Administration

City Broadband Access Simplify the incident
Project reporting forms used by

city employees and the
public




The Future of
Mesa Nudge
Team




AThriving
Nudge
Community
of Practice

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




Continual Application of Behavioral Insights through
City-based Case Studies

Behavioral Insight concepts
foundational training
Long term outcome
monitoring via
Community of Practice

Rapid Cycles of
Improvements

Workgroup builds first
design draft

@

Community of Practice
peer review of design
applying EAST concept

Community of Practice
feedback shared for final
project implementation
decision

Workgroup shares @‘
outcomes with

Community of Practice to
generate lessons learned

Workgroup finalizes
design and tests

Workgroup collects
and analyzes
outcomes
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ThankYou!

/ e Jolene Pomeroy & Joe Zhao [
' #y" b City of Mesa, AZ [l

NudgeTeam(@mesaaz.gov [

WWW.Mesaaz.gov Y
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