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The Matrix of Human Behaviour:

Meaning is organised in patterns throughout both time and space (physical AND cultural/mental/emotional spaces) to create value.

Behavioural perspective from the purely psychological standpoint (looking at 
triggers for motivation and perception, cognitive biases and the universal 
psychological make-up of people)

Situational triggers, mental and emotional states, moods and feelings 
(how we think & feel in the particular situation, what version of us 
does is bring out, how we react)

Physical context and rules, social norms and expectations tied to 
our behaviour in this particular space. He we look at the messaging 
and signage that constitute the customer journey experience.

Cultural values, beliefs, expectations shaping perceptions and 
takeouts in various situations, understanding and interpretation of 
communication, sensitivity to messaging (tonality & tone of voice) 
and possible clashes of cultural values, cues and attitudes, 
especially in multinational contexts. 

Overall global situation and the systemic view of today‘s world 
(political, economic, social, ideological, media forces) seeding 
narratives in our subconscious mind and structuring what we perceive 
as the natural state of things aka social hegemony.
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Behaviours of both brands/organisations and 
people/customers are simultaneously being 
influenced by all of these layers of the matrix, while 
also actively reshaping and recreating the situational 
context and intervening with people’s own 
predisposed cultural make-up. 

When we’re interacting with brand messages, sign 
systems, physical spaces, rules and regulations, 
customer experience or other people, all these layers 
together create spontaneous clashes of emotions, 
mental states, social norms and behavioural 
expectations, cultural codes and values, and larger 
societal triggers based on the ideologies we hold and 
take for granted as the way things naturally are.

It is, therefore, impossible to successfully analyse or 
create effective behavioural change interventions 
without understanding the full scope of influence 
these layers have on our everyday lives.

Behaviour is a complex semiotic system:
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