PIQUE INSIGHTS / INDEPENDENT NEURO CX STUDY

The Neuro CX of
Trusting an Al Answer

Independent Behavioral Journey Audit of Perplexity's
Public Answer Experience

OBSERVED LIVE DOCUMENTED —

Evidence boundary: three public, unauthenticated answer journeys; inline citations; source panels;
follow-up controls; and current Perplexity-owned documentation. No internal research, user study, or
causal experiment.

CORE QUESTION

How does Perplexity help a user move from "the Al gave me an answer" to "l trust this answer enough to use it in a real decision"?

INDEPENDENT ANALYSIS / NO END-USER RESEARCH / DIRECTIONAL HYPOTHESES



EXECUTIVE READ

Citation availability is not the same as decision confidence.

CENTRAL INSIGHT

Perplexity is a strong evidence-oriented product. The opportunity is not simply to provide more citations. It is to

make the evidence behind consequential recommendations easier to interpret.

01 Evidence is close 02 Interpretation remains
Inline cues, source counts, and an in-context panel lower the cost of beginning Source role, independence, contradiction, and sufficiency can still require user
verification. evaluation.

03 calibration improved 04 control is meaningful
Explicit requests produced clearer treatment of disagreement, assumptions, and Follow-up can expose judgment calls, question the synthesis, and support
uncertainty. decision revision.

WORKING HYPOTHESIS

For consequential recommendations, decision confidence may develop faster than evidence-supported confidence when evidence strength and sufficiency are less legible than
the answer itself. This was not tested with users.
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WHY Al DECISION CONFIDENCE MATTERS

Two kinds of confidence can move at different speeds.

PERCEIVED CONFIDENCE EVIDENCE-SUPPORTED CONFIDENCE

How convincing How warranted
does this feel? is confidence?

Influenced by clarity, coherence, speed, structure, visible citations, Depends on evidence relevance, quality, independence, claim coverage,
source counts, and other authority cues. contradiction, and what remains unknown.

POTENTIAL MECHANISMS - NOT OBSERVED USER BEHAVIOR

Processing fluency Authority cues Potential automation bias Effort discounting
Clear synthesis is easier to accept. Research signals may influence Al recommendations may receive added Available evidence can remain
credibility. weight. uninspected.
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RESEARCH DESIGN / EVIDENCE BOUNDARY

Three public journeys. One disciplined boundary.

A LOW-STAKES FACTUAL B DECISION-ORIENTED C EVIDENCE-SENSITIVE
Passkeys versus passwords Notion versus Confluence Four-day workweek
Definition, explanation, primary-source request Recommendation under three operating conditions Agreement, disagreement, and uncertainty

OBSERVED LIVE DOCUMENTED

Query entry, initial synthesis, inline citations, source panels, recommendation structure, Current Perplexity-owned descriptions of citations, source labels, label limitations, Pro

disagreement treatment, follow-up controls, and an explicit verification follow-up. Search, and interactive refinement.

Not accessed: internal research, telemetry, quality scores, authenticated history, private sessions, or paid-only functionality represented as traversed. The study does not evaluate overall answer accuracy.

PIQUE INSIGHTS / PERPLEXITY PUBLIC ANSWER EXPERIENCE / 15 SEP 2026 04 /17



PUBLIC JOURNEY ANATOMY

From asking to acting - where confidence must be calibrated.

01 02

QUERY SYNTHESIS

What am | asking? > What conclusion is
presented?

THE DECISION-CONFIDENCE TEST

What supports the claim?

Is disagreement visible?

03 04

CITATIONS SOURCES

> What evidence supports > How strong and
it? independent?

How strong is that evidence?

What remains uncertain?
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05 06
FOLLOW-UP DECISION

> What remains > Trust, verify, defer, or
uncertain? stop?

Are sources independent?

Is this enough to act?
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EVIDENCE INVENTORY

Observed states, documented context, and visible limits.
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OBSERVED LIVE

PX-B1 Decision recommendation

OBSERVED LIVE

Direct recommendation plus comparison table and 26-source set.

PX-C2 Disagreement layer

OBSERVED LIVE
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PX-A1 /| FACTUAL SYNTHESIS

OBSERVED LIVE

PX-B4 Verification follow-up

OBSERVED LIVE

Separated vendor evidence, comparisons, judgment calls, and assumptions.

PX-L1 Source-label limits

DOCUMENTED

Labels rate domains, not the accuracy of a page or claim.
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PX-A2 /| SOURCE PANEL

OBSERVED LIVE

PX-C1 Qualified conclusion

OBSERVED LIVE

Conditional productivity conclusion; no universal effect claimed.

PX-G1 Sign-up overlay

ACCESS BOUNDARY

Obstructed later clean captures; trigger conditions remain unknown.
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BEHAVIORAL SCORECARD

Evidence access is strong. Decision readiness is the opportunity.

Source credibility visibility MODERATE RISK Domains and labels are visible; evidentiary role and claim-level strength are less legible.
Confidence calibration HIGH-LEVERAGE OPPORTUNITY Qualification improved when disagreement and assumptions were explicitly requested.
Verification burden HIGH-LEVERAGE OPPORTUNITY Opening sources is easy; evaluating relevance, independence, and sufficiency remains work.
Contradiction visibility MODERATE RISK Disagreement appeared clearly in the evidence-sensitive answer, not as a stable Ul layer.
Uncertainty communication STRENGTH - WITH A CONDITION The evidence-sensitive answer distinguished known, conditional, and uncertain claims.
Control STRENGTH Sources, follow-up, edit, copy, share, and fork provide multiple inspection paths.

Decision readiness HIGH-LEVERAGE OPPORTUNITY Actionable synthesis arrives faster than a scannable judgment of evidence sufficiency.
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OBSERVED AND DOCUMENTED STRENGTHS

A strong evidence-oriented product.

The opportunity builds on verification access, control, and demonstrated uncertainty handling.

01 \Verification is close to the answer. (02 Source inspection preserves context.
Inline citations and visible source counts reduce the effort required to begin The source panel opens beside the synthesis rather than forcing users to
checking evidence. abandon it.
03 Follow-up provides meaningful control. 04 Disagreement and uncertainty can be communicated well.
Users can question the synthesis, request evidence roles, expose assumptions, The evidence-sensitive answer distinguished definitions, measures, limitations,
and refine a decision. and unresolved questions.

(05 Perplexity documents the limits of its own labels.

Its Help Center says labels are domain-level, are not endorsements, and do not replace source inspection.
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FINDING 1

Authority accumulates faster than evidence strength becomes legi
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Bl ’ observe users over-trusting, failing to verify, or exhibiting automation bias.
JOURNEY EVIDENCE BEHAVIORAL MECHANISM POTENTIAL RISK TARGETED INTERVENTION MEASURABLE EXPERIMENT
Fluent synthesis and research cues Processing fluency + authority cues + Decision confidence may outpace Evidence-readiness summary for Compare confidence calibration before
precede a summary of evidence potential automation bias. evidence-supported confidence. consequential recommendations. and after source inspection.
sufficiency.
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FINDING 2

Source access is strong; provenance interpretation remains user \
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JOURNEY EVIDENCE BEHAVIORAL MECHANISM POTENTIAL RISK TARGETED INTERVENTION MEASURABLE EXPERIMENT

Source sets mix vendors, research, Information foraging + cognitive load + Domain familiarity or volume may stand Add source-role and independence Measure source-role identification,
comparisons, journalism, and effort discounting. in for evidence-role evaluation. labels beside existing domain labels. verification time, and abandonment.
commentary.
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FINDING 3

Calibration improves when explicitly requested.

INITIAL RECOMMENDATION EVIDENCE-SENSITIVE PROMPT VERIFICATION FOLLOW-UP

What became visible What became visible What became visible

A direct product recommendation and scenario The answer separated agreement from disagreement and The follow-up separated vendor documentation from

comparison made the answer immediately actionable. distinguished different intervention models and outcome comparisons, identified judgment calls, and flagged a

measures. pricing assumption.

Evidence boundary Evidence boundary Evidence boundary

Evidence roles and unverified assumptions were not The prompt explicitly requested uncertainty; this cannot be In this audit path, calibration was explicitly requested.

summarized at the outset. generalized to all answers.
JOURNEY EVIDENCE BEHAVIORAL MECHANISM POTENTIAL RISK TARGETED INTERVENTION MEASURABLE EXPERIMENT
Explicit prompts produced clearer Ambiguity aversion + confirmation-bias Less expert prompting may leave Agreement / disagreement / unknowns Measure contradiction detection,
disagreement, assumptions, and interruption + trust calibration. decision-relevant uncertainty less layer when sensitivity is material. weak-evidence identification, and
uncertainty. scannable. revision.
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FINDING 4

Follow-up creates control, but users must know how to interrogate

OBSERVED VERIFICATION FOLLOW-UP

"Before | act, identify which recommendation claims are supported by vendor documentation versus independent

comparisons, and flag any assumptions that remain unverified."

Classified evidence roles Separated facts from Flagged unverified Corrected pricing framing
judgment assumptions
JOURNEY EVIDENCE BEHAVIORAL MECHANISM POTENTIAL RISK TARGETED INTERVENTION MEASURABLE EXPERIMENT
Free-form follow-up elicited a useful Perceived control + metacognition + Verification capability may remain Contextual action: "Check this before | Measure verification initiation,
evidence audit and correction. information foraging. underused without a visible prompt. act." assumption detection, and decision

revision.
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CROSS-JOURNEY SYNTHESIS

As answers recommend more, evidence availability becomes less

JOURNEY PRIMARY TASK CONFIDENCE QUESTION OBSERVED CALIBRATION

FACTUAL Understand Is the explanation credible? Direct synthesis with accessible citations.
DECISION Choose Is the recommendation sufficiently supported? Actionable synthesis; evidence roles less immediately legible.
EVIDENCE-SENSITIVE Evaluate uncertainty Where do credible sources agree or disagree? Stronger qualification when explicitly requested.

The design opportunity is not to make every answer look uncertain. It is to make evidence sufficiency, disagreement, and remaining assumptions

proportionate to the decision being supported.
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DECISION PRIORITY MATRIX

Four product decisions, prioritized without invented impact scores

PRIORITY PRODUCT DECISION EVIDENCE BASIS WHY IT MATTERS EFFORT

Make evidence readiness visible for consequential Observed across the decision answer Makes support, disagreement, and assumptions scannable
° recommendations MED
Distinguish source role and independence, not only domain Observed source mix + documented label limits Reduces evidence-role translation work
° reputation MED
Surface disagreement and unknowns when evidence sensitivity is Stronger explicit calibration in the Extends useful nuance without requiring expert prompting
o material evidence-sensitive query MED
° Productize the verification follow-up Observed evidence audit in follow-up Turns an available capability into a visible control
LOW-MED

Priority basis: proximity to consequential decision confidence, consistency across inspected evidence, and leverage of capabilities already visible in the product. No numerical business impact is claimed.
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WHAT PIQUE WOULD CHANGE FIRST

Four targeted interventions. One measurable confidence system.

01 Evidence-readiness summary 02 Source-role labels
Show evidence mix, coverage, material disagreement, and unverified Identify first-party/vendor, primary research, independent analysis, and
assumptions for consequential recommendations. journalism/commentary.

03 Agreement / disagreement / unknowns 04 "Check this before | act"
Make the evidence landscape scannable when sensitivity is material. Turn a demonstrated verification follow-up into a contextual product control.

VALIDATION MEASURES

Confidence before / after inspection Confidence-to-accuracy calibration Source inspection rate Contradiction detection

Assumption detection Verification abandonment Decision revision Time to confident decision
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WHAT THIS DEMONSTRATES ABOUT PIQUE NEURO CX

Three journeys. One decision discipline.

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

NOOM CEDAR PERPLEXITY
Commitment + disclosure Legitimacy + comprehension Evidence sufficiency + decision confidence
Will | continue giving this product information and committing Do | understand and trust who | am dealing with enough to Do | have enough evidence - and the appropriate confidence
to the journey? enter a financial journey? - to act on this answer?

SHARED METHOD

EVIDENCE > BEHAVIORAL MECHANISM POTENTIAL RISK PRIORITY > INTERVENTION > VALIDATION

PIQUE NEURO CX DECISION AUDIT One critical journey. Behavioral diagnosis. Prioritized decisions. Validation roadmap.

Starting at $12,500 - piqueinsights.com

PIQUE INSIGHTS / PERPLEXITY PUBLIC ANSWER EXPERIENCE / 15 SEP 2026 16 /17



METHODOLOGY, SOURCES, AND CLAIM LIMITS

A clean boundary between observation and hypothesis.

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

PX-00 OBSERVED LIVE PX-C2 OBSERVED LIVE

Query entry Public Perplexity web / incognito entry state Disagreement Agreement, disagreement, and measurement limits
PX-A1 OBSERVED LIVE PX-L1 e TS

Factual synthesis Passkey answer, inline citations, source count Source-label system perplexity.ai/help-center/.../understanding-source-|
PX-A2 OBSERVED LIVE PX-D1 BOCIMENIED

Source inspection In-context panel with domain, title, excerpt Citation model perplexity.ai/help-center/.../how-does-perplexity-wo
PX-B1 OBSERVED LIVE PX-D2 DOCUMENTED

Decision answer Notion / Confluence recommendation and table Interactive refinement perplexity.ai/help-center/.../what-is-pro-search
PX-B4 OBSERVED LIVE PX-G1 ACCESS BOUNDARY

Verification follow-up Evidence-role classification and assumption flag Sign-up overlay Later clean captures obstructed; trigger unknown
PX-C1 OBSERVED LIVE PX-M1 METHODOLOGY

Qualified conclusion Four-day-workweek conditional synthesis Expert audit No end-user research or causal experimentation

Cannot responsibly claim: that users over-trusted Perplexity; exhibited automation bias; assumed citations were correct; failed to verify; or experienced improved or reduced decision quality. This study
does not establish overall answer accuracy, causal trust effects, conversion impact, or behavior across all Perplexity answers.

Independent analysis by Pique Insights. Perplexity did not commission, sponsor, endorse, or participate in this study.
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