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The Problem

Programs need to appeal to customers and 
reduce barriers to enrollment.

It is hard, a priori, to accurately predict the 
drivers and barriers for a new program.
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The Conventional Solution

Interview and survey customers to see what 
their barriers and drivers are.

Assumes they have insight and self-
knowledge that can be used to predict their 
own behavior, and the behavior of others.
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Research Question

Can customers accurately identify the 
factors related to program enrollment?
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Study 1
● 274 online customers
● Stated their intention to enroll in an 

in-home display program
● Completed survey with items 

previously associated with 
volunteering
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Study 2
● 30 online customers
● Judged the ability of items in study 1 

to predict enrollment intentions
● 2370 total judgments of 79 items
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Correct Lay Theories

● The customer’s expectation of 
learning from the display was a 
great predictor.

● Trust in family/coworkers, and social 
integration were poor predictors
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Incorrect Lay Theories

● Mispredicted that attitude/trait 
variables would be important
○ Frugality scale, personal control, environmental 

attitudes, eco-purchasing behavior

● Believed that an important barrier 
wasn’t important
○ Whether the person is home during the day 



Conclusions

● Small benefit of lay judgments for all items
○ Tau ~ .06 among items judged least predictive
○ Tau ~ .11 among items judged most predictive
○ More incorrect than correct lay theories

● However, their task was hard:
○ Most items had small correlations
○ High discrimination was required

● Using real enrollment decisions would help validate results
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