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WHAT WE EXAMINED

We reviewed 26 meaningful states in Noom's public desktop onboarding journey, from the homepage through the mandatory
email gate. The analysis focused on five behavioral dimensions:

TRUST COGNITIVE LOAD UNCERTAINTY PERCEIVED CONTROL COMMITMENT

The review is based on one synthetic anonymous path and is intended to generate directional product hypotheses - not causal claims.

THE CENTRAL FINDING

The experience creates a trust contract problem before it creates a usability
problem.

Individual screens are easy to complete. Across the journey, however, increasingly sensitive disclosure precedes a concrete product,
price, result, and purpose.

FIVE BEHAVIORAL RISKS IDENTIFIED

01 Trust debt before trust proof

Health and body information is requested before the value/data
exchange is fully established. Reassurance arrives after
disclosure.

02 Progress loses credibility

A progress indicator moved backward from 40% to 20%,
increasing uncertainty about remaining effort.

03 Personalization and qualification blur

Goals, insurance, eligibility, and medication questions share one
continuous flow, obscuring why each answer is needed.

04 Local choice, weak global control

Users can skip some questions, but cannot clearly see duration,
output, price, or when the journey changes direction.

05 Value arrives after accumulated commitment

After substantial effort and an “analysis” moment, the personalized result is withheld behind email capture. The gate therefore draws
leverage from effort already invested instead of value already demonstrated.
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THE DECISION

What Pique would recommend
Sequence the work around the integrity of the value exchange - not around isolated screen-level fixes.

PRIORITY 1

Establish the trust contract before sensitive disclosure
Tell users:

approximately how long the experience takes

what categories of information will be requested

which information is optional

what they will receive at the end

how sensitive answers improve the result

when the journey changes purpose

PRIORITY 2 Make progress truthful across branches

Replace branch-local percentages with a stable indication of remaining effort.

PRIORITY 3 Separate personalization from qualification

Clearly mark the move into insurance, clinical, or commercial qualification.

PRIORITY 4 Reveal value before requesting contact information

Show a partial result or useful plan preview before asking for email.

WHAT PIQUE TURNS THIS INTO

A Pique Neuro CX engagement does not stop at identifying friction. We create a traceable decision chain:

JOURNEY
EVIDENCE >

BEHAVIORAL
MECHANISM >

BUSINESS
RISK >

PRIORITY
>

RECOMMENDED
INTERVENTION >

MEASURABLE
EXPERIMENT

That is the core of the approach already demonstrated in the full Noom study.

Positioning note: Pique Neuro CX applies behavioral science, cognitive psychology, and decision-friction analysis. It does not imply biometric or clinical neuroscience
measurement unless explicitly included.
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