






System	1
Automatic
Fast
Effortless	
Unconscious
Intuitive
Emotional
Stereotypical
Relies	on	heuristics

System	2
Controlled
Slow
Effortful,	tiring		
Conscious
Algorithmic
Rational
Systematic	
Analytical	

Kahneman,	Thinking	fast	and	slow	













Source:	YouTube































One of top 3 private 
Indian banks 

$7 billion revenue

44,000 employees

$69 billion 
total assets 

$1.1 billion 
net income

44,000 employees

$1.1 billion net income



Objective
• Measure	customer	effort	across	the	processes	related	to	taking	a	loan
• Run	the	same	test	on	main	competitor’s	customers

Methodology
• EAS	tool	– IAT	+	declarative
• 100k	unique	links	sent	to	respondents
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Processes Scores

PHASES
Dimensions of	Effort

Physical Time Cognitive Cumulative

Discovery -4.7 -1.2 2.4 -1.2

Application -4.8 -0.1 2.1 -0.9

Approval -3.6 0.8 2 -0.3

Disbursal -4.2 0.9 2.5 -0.3

Customer	Effort -3.9 -0.6 1.5 -1

Part	payment -3.1 1.6 1.6 0

Foreclosure 0.6 0.6 1.6 0.9

Loan	Closure -4.7 1.6 1.3 -0.6



• Decrease	cognitive	effort	for the	acquisition	processes	à
conversion	rates	increase

• Differentiating	processes	that	are	easy	à turn	customers	
engaged

Recommendations
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