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Oversight philosophy

The effect of our actions iIs central
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How do behavioural insights contribute to our
oversight philosophy?

« By taking into account bounded rationality
* When analysing consumer behaviour and firm behaviour
 We are able to choose a more effective intervention strategy
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Regulators toolkit

By applying behavioural insights, we have expanded our toolkit
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Understanding the markets we
regulate

= Compliance studies
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Compliance study

« Companies in the Dutch ports

« Goal: understanding underlying factors of compliance (and
non-compliance) of competition law
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Compliance study

- N =389 .
 Individuals with commercial responsibilities
V(s
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 Interviews by telephone & El
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Research questions

* Level of compliance: past behaviour & intention
* Understanding of competition law




What did we find?

Level of compliance

« The majority of companies are inclined to be compliant with
competition law

« Approximately 30% of the companies are more or less inclined
to make cartel agreements or have already done so.
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What did we find?

Understanding of competition law

« Approximately 20% of the companies do not know that price-
fixing agreements are illegal.

« Approximately 55% of the companies do not know that it is
prohibited to make arrangements with competitors about
sharing customers.
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What does this teach us?

« Businesses are insufficiently aware of the basic rules about fair
competition

« Better understanding of rules - easier to follow the rules -
more inclined to follow the rules

« Potential costs of rule breaking # related to compliance

« Level of compliance by other businesses = related to
compliance
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To prevent rule breaking

* Need to increase understanding of competition rules

* Focus on the fact that most companies are inclined to follow
them
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Intervention strategy:

competition rules

Cartel check

Karteltest Haven
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Informing the sector on

Flyer

et De concurrentieregels in de havens
nsument 2 Markt =

Samenwerken mag, maar er zijn grenzen

' Wat mag wel en wat mag niet?
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Regulation with a behavioural focus

« Behavioural insights help us better understand motives and
contextual influences of compliance

« By implementing these insights, we can create circumstances
that stimulate businesses to comply with the rules

« By using our toolkit in a more diverse way
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More studies in the future

« Consumer law compliance study
« Debt collection industry
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Consumer empowerment with a
behavioural focus

Behavioural insights - ACM 26-04-2018



Consumer empowerment

* Implementing insights of bounded rationality
* Increase our understanding of consumer decision-making
« Discover the most effective remedy

« To help consumers make better choices
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Health insurance market

« Approximately 6% of consumers switch per year

* Majority does not compare insurance offers

« 60% of consumers have never switched insurers since the
introduction of competition (2006)
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Randomized Controlled Trial

To test the effectiveness of three interventions to reduce
consumer inertia in the choice process
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Design

« N=10.800
 December 2017 — February 2018

3 Treatments, 1 control group

Treatments to reduce consumer inertia in the choice process:

- The intention phase
- The information phase
- The action phase
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Three Interventions

Did you know that 90% of families with young children
are happy about their switch to another insurance
plan? Especially because they now pay a lower
premium and have better coverage. Most of them
found that it took less time and effort to switch than

anticipated.
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ABC Health Basic

MNO Basic

XYZ Direct Basic

Monthly premium

€ 123,75

€ 110,50

€ 113,50

Hospitals*

Full coverage

Full coverage

Full coverage

Fysiotherapists*

Full coverage

Full coverage

Full coverage

Pharmacies*

Full coverage

Full coverage

Full coverage
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Results

After treatments and switching period:
- Questionnaire to measure comparing rates and switching rates

Results will be available this summer
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Consumer empowerment with a behavioural focus

By implementing..
« Bounded rationality into analysis of consumer problems
« Evidence-based approach to developing interventions

We are changing our role
—>more specific guidelines or rules for businesses
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Consumer empowerment with a behavioural focus

« Help consumers exercise their rights (consumer
empowerment)

* By providing them with tools and information

« With realistic expectations of consumer behaviour
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Debt collection agencies
« Some debt collection agencies break the rules:
- False claims

- lllegal costs
- Aggressive behaviour
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Consumers with problematic debts

Netherlands Scientific Council for Government Policy

“Once citizens are in trouble, for instance when they have large debts,
the stress they experience is so high, that they have little mental space
left to think clearly, to make plans and stick to them. At this point, they
have regularly lost overview, have little faith in their own capacities, and
not much is left of their self-reliance.”

Well-informed —rational-consumer ~ 5  WETEN IS NOG

GEEN DOEN

EEN REALISTISCH PERSPECTIEF
OPREDZAAMHEID
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Debt counsellors

« Important role for debt counsellors, to:
- Check clients’ invoices

- Take action when they detect false claims, illegal costs or
aggressive behaviour from debt collection agencies
,{‘,f A — | o ’"{‘i"*\ e
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Interviews with debt counsellors

« High willingness to act, but in lack of:
- Quick and easy tools
- Clear information about debt collection rules
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Online toolkit for debt counsellors

« Calculation tool for debt collection costs
* Pre-written letters to send to debt collection agencies
« Simple checklist for invoices

Toolkit incasso voor [schuld)hulpverleners
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Consumer empowerment with a behavioural focus

« Doing more than providing general information, by:

- Focussing on specific target groups
- Tailoring strategy

=
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Future challenges

1. The boundaries between smart marketing and abuse of
behavioural pitfalls
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Future challenges

1. The boundaries between smart marketing and abuse of
behavioural pitfalls

2. Influencing the behaviour of businesses
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Future challenges

1. The boundaries between smart marketing and abuse of
behavioural pitfalls

2. Influencing the behaviour of businesses
3. The reputation of fines
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We have expanded the tools in our toolkit

By implementing a behaviourally informed, evidence-based
approach into our problem analyses and intervention design

2 e

Behavioural insights - ACM 26-04-2018 35



Autoriteit
Consument & Markt

v

Thank youl!
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