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Introduction o
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* Development
* Functionality testing
» Performance testing
» Feedback
* The questionnaire
» Design
* Functions
* Outcome and conclusions
* Response profiling
» Fact and figures
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Online census - objectives

» Usable

« Easy to give good quality answers
» Accessible

* No one excluded from being allowed to complete online
e Secure and confidential

« Responses only seen by those making the return

< Protect and keep secure the online response
* Resilient and responsive

« Manage expected user loads

« Manage user expectations in the event of downtime
* Results consistent with paper

¢ Avoid bias in responses
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Development & testing

« Development testing — Lockheed Martin <&
« Functional and performance testing in development lab
* ‘Bootable CD’ allowed verification against requirements
— Also allowed early user testing
¢ Lockheed Martin led usability and accessibility testing
« 3 rounds of usability testing in 3 different locations
— One with Non-English Speakers
« Accessibility testing with users of screen readers, voice recognition, etc
¢ Consultancy with RNIB
* Independent testing ensured conformance with ‘WCAG2.0 double A’ guidelines
* Browsers
* Monitored/tested with new browsers

About 150 people took part in usability testing
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2009 Rehearsal feedback

» Stakeholder feedback
« 1,100 IACs sent to key stakeholders during rehearsal; 600 responses
« 170 provided feedback, majority of which was positive

» Respondent feedback
« 4,400 emails sent to rehearsal respondents, 762 feedback responses

« Majority described the experience as ‘very good’ or ‘good’

— ‘I thought the questionnaire was one of the best designed | have ever seen,
(I spent my working life teaching questionnaire design at Lancaster
University), so congratulations’

» Problems identified during rehearsal
¢ A small number of duplicate IACs were issued
— Areturn made using ‘save and come back later’ could be seen by others
— Caused by spoils from print run not being disposed of correctly
— Process to ensure no duplicate IACs issued

« Soft edit removed from ‘address one year ago’ as problematic for babies
under 1 year

" 4 Qc,"‘,

(’0
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Performance testing 7
QO

* Independent External testing [3 4
* Lockheed commissioned end-to-end test of online census

» Simulated a respondent’s visit from the landing page through to
submitting their response

— Different household sizes simulated
» Cloud based service allowed for large simulated loads
» Testing outcomes:

» Testing lasted 4-5 months, identified problems which would not
have been found until live operations

» Confirmed system able to handle 180,000 concurrent users
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Request
replacement or
individual
guestionnaire

Heﬂ Anformation
England & Mv | orthern Ireland ]

Requesth questionnaire  England | Wales

More help Online help

Help for other lanquages England | Wales

Click to fill it in

V‘ g";(e fnlrsl ti
ational ati
swyddfa He_lp for non-
I vstadegauGwl - English speakers

‘Don't be the one who forg'e.ts !?

i
|
Make sure you complete your ognsus or you could be fined up to £1,000. Doing it online is quick and easy, and you get a receipt. 4

" Scotland?
Press Community ick here
centre groups £20hand’
Alert/message box
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Accessibiity Textsze A [AJ[A] Textcoour A [A]IH
@3" IAC - 20 character

alphanumeric code — not case
sensitive

Please enter your persona Bde to begin your online A message to e
questionnaire, or to finis

Accessibility

Everyone should be Incls . jds a

avernight vistors options and language
wminz|  statement | toggle for
Taking partin the census Is very imponant and its also compulsory. Yo reSpO n d e nts

could face a fine if you dont participate or if you supply false informati

in Wales

code on your paper Your personal information s protected by law and will be kept

Where to find confidential for at least 100 years.
So help tomorrow take shape and be part of the 2011 Census.
code on front —C/ More help
of —
question naire More information available

CanYfind your [opensina ]
More help with completing online... fopens in a new window]

Hints for completing online including page time limits [opens in a new
window]
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Accesshilty Toxisza A [  Textcoouwr A [§ A

Vgl Office for

‘ National Statistics {\"0‘,
Q'

27 March 2011 <

Household Questionnaire - England

Address Confirmati IKave and come back later

Used to
Conﬁrm You are required to answer all of the questions in this census questior (255 Otherwise stated.
address at first
session. When

Your address

: If your address above is incorrect, pl
returning to the
uestio%naire correct address here Save and comeback — allows
qres ondent completion in more than one
i . .
wasptaken . —— session. Used by approximately
last completed o 12% of respondents
,p Address line 4
guestion The County
Postcode
PO15 SRR

Save and next
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Toxtsze A [Y]  Textcoow A [§ A

Check boxes for Help 3nd intematon (opsns n now win

. R
multi response hold Sevvasg comebecklaie &
: [
q uestions m Who usually lives here? Quickelp c‘
HASHE Select all that apply
H3
o Me, this is my permanent or family home
HezHa & Family members including partners, children, and babies bom on or before 27 March 2011
- ™ Students and / or schoolchiidren who live away from home during term time
H7-H8
Housemates, tenants or \EUEG"E
H9 - H10 7 onli "
[ People who n In e
t e : . wumes EACH response
Wiz neir permal questionnaire is saved when
::: orewel — allowed for up to moving to the
Individual questions ;::r::umr: 30 reSidentS and 9 i next %estion
" - visitors in a q
Visitor questions () Oter peoplf ay from h
Submission OR (] No-one usu household oliday home

2 hard edits = m Counti rone you included in question H1, how S
number Of man; ple usually live here?
residents and o
num_t)er of (Save andvemt)
visitors
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scoswy  Tesme A (] Teceonr A Y A
H1 - Household Questionnaire - England

Link to online help which
opened in a new window

ip and inf s In now wine

C Save ang come back later Q"

m How are members of this household related to each et (’
H1-H2 +« Done other? If members are not related, select the "‘Unrelated’
H3 + Done R
H4-H5 + Done Person 2: Mum Census
HE How s Mum Census related 1o Dad Gansus?

Husband or wife D]

Progress bar - Clicking
on question number
took you back to that
guestion to review or

Individual questions -

- . Brother or sister
Visitor questions

Step-brother or step-sister
Submission Mather or father
Step-mother or step-father
Grandchild 1dCansus?
Crandparent
Relation - other

. Unrelated (including foster child) oo
Drop down used instead —— amend
of g”d for re'ationship How Is Daughter Census related o Son Census?
matrix to comply with
usab”ity guide”nes Parson 5: Grandad Census
How |5 Grandad Census related 10 Dad Census?
How is Grandad Census related 0 Mum Census?
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H1 - Household Questionnaire - England

Help and int 5 In now window!

Error clearly
stated

7 o
S e KX
Q)
&

An error has occurred in this form. (&

&S page [ ions below to
H3 + Done finish these questions.
Ha-HS « Done
He « Done Ll What type of accommodation is this? e
H7 -H8
& Plsase anawer question H7 to continus.
H9 - H10
A whole house or bungalow that is:
H11
() detached
Where error occurred D
. () terraced (Including end-terrace)
with clear

Aflat, maisonette or apartment that i

explanation (Ol puoss bl osk f s sianament

3 partof s converted or shared house (including beds)

O example,

A mobile or temporary structure:

)@ caravan or oiher moblle or temporary sinicture

Soft edit check —

m Is this household’'s accommodation self-cq C|ICkIng save and next
D e e en) - tyyice allowed progress
e e to the next question

O Yes, all he rooms are behind a door hat only this house

ONo
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Textcoour A Y A

Textsze A Y

H1 - Household Questionnaire - Erge==d .
Names carried forward from household

section. Clicked on the name to complete for
that individual

Your progress Indivil

Household questions ¥

Indiviclial questions plete the Individual questions?

@ 2011 Census needs to include yone. The following i should be for
every person who usually lives in this householf.

Dad Census

Mum Census

The status bar headed "Your Progress” will tell which person’s questions you are currently completing.

Son Census

Click "Save and next” or an individual's name ur Progress” to start.
Daughter Census

Ifany member of this household aged 16 or o s not want to share their information with others in
Grandad Census this household, details about how to request le Individual Questionnaire will be supplied later.

Visitor questions

Submission Save and next )

Instructions for completing
next section

© Copyright | Terms & Condiions | Privacy | Accessibiity Statement
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Access by Textszo A [JEY  Textcoow A [ A
H1 - Household Questionnaire - England
Help and inf ion (opens in naw wing g
,’6
Your progress Indi | i Save and come back later 3 o

Household questions <
ey © Youhave been Tasyou education

Individual questions ®
Dad Census o +
e What is your country of birth? Ll

Routing message listed [* S
. . o ) Wales
any questions skipped |, -
due to previous answers ¢ O tornam voing
P ) Republic of Ireland

9 (@ Elsewhere, sntsr he cument name of country bielow
10 Germany|
"
* (v ve)
13-14
15-16
17 © Skip

Progress bar also
7 shows questions
= skipped

24 © Skip
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Once submitted,
responses couldn’t be
amended.

Progress bar
shows all sections
complete

Juestionnaire - England

Declaration that
guestionnaire has been
completed to the best of
the respondent’s
knowledge

Household Quest
Finished

Your progress

Household questions

Individual questions Your 2011 Ce: s questionnaire ig

You and other memters of your household willp
click "Submit”.

Dad Census

Mum Census

Ifyou wish to check o change yo e Dlease dlick on

Son Census
By dlicking "Submil", you declare that this questionnaire has been completed o the best of your
Daughter Census knowledge and bellef.
Grandad Census Please click “Submit".
Visitor questions 4 Ifyou do not your , your will be collected when the online
i closes.
Submission

Submit was a hard check.

Message that unsubmitted If questionnaire not (Submit)
responses will be collected complete it could not be
- approx 3% of returns submitted
Help tomorrow take shape © Office for National Statistics

Receipt number.

The respondent
was advised to
print this page

auestionnaire - England

Print button opened print
options

N

Help and inw,. S mpens in new window)

Submission ¢ rmation & Frint page

Your receipt nun\ per What to do with the paper questionnaire?

Your receipt number is G-6PXFV5X. ‘You no longer need your paper questionnaire. Please dispose of it safely

as you would any other personal document.
You should make a note of this number - or save or print a copy of this

page. This number confirms you have submitted your online
questionnaire.

Individual Questionnaires

. You can requestan Individual Questionnaire for anyane in your
You have finished the 2011 Census househald not Included in this questionnaire.
questionnaire

Please remember the 2011 Census needs o include everyone.
I How to request an
" individual questionnaire
The

close your browser.

Back 1o the 2011 Census homepage

j© Copyright | Terms & Conditions | Privacy | Accessibiity Statement
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Feedback from users o
’g-,"
(’0
‘I thought the on-line Twitter: Starting online census form
compleyon process was very 14:05 lets see how long this takes .........
professional - I'm a 64 year Done in 13 minutes, well that was pretty

old pensioner and I painless
completed my form without

any problems.” ] ]
“The best online experience

B . — o in Welsh that | have ever had

As a highly cynical “sysadmin’ | ... delighted that the ONS

was very surprised that the site has done such a great job”

worked perfectly in firefox with

javascript disabled on a semi-

broken linux box. Nice work!” “It was fantastic — an object
lesson in how to make a
complex procedure seem very
simple”
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Response profiling "
" o
e Early understanding — predicting online response (’é‘
* Independent consultancy review in 2007 suggested online uptake up to 25%
« Internet usage continued to increase. iPhone in Novr 2007 and iPad April 2010

* Reviewed other NSls plans and 2009 Rehearsal take-up experience

« What were our predicted response rates?
e 26% of all returns online, of which 23% on Census day, and 12% of the Census
day returns in the busiest hour
« What about contingency?

* Sized for 40% of all returns online, with 30% of those returns on Census day
itself, and 12% of the Census day returns in the busiest hour

e« What if we were inundated?
« Graceful deferral — if max number of concurrent users reached, then experience
preserved for those who'd already started the online census
¢ Message informed new users ‘the service is busy’ and ‘try again later’
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Daily internet return volumes (predicted)

]
&
Expected Census responses (Expected (26/23/12)) -
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Daily internet return volumes (actual)
\{:
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Sa0.000

Census Day
(Sunday 27t March)
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Daily volume of online census returns

ey Wty R e oy
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Each day from post out (7 March) to the end of May 2011

Help tomorrow take shape © Office for National Statistics

|”|II|III||1II[|||| lhllllllh..m........................ ,,,,,,,,,,,,,

}‘ %‘ ‘e“*‘.‘e ef““ “sr‘ y ,@‘ g .9"\‘ ey ’ d,@‘i@‘ ol s




%

$D

©

)

O §5

(] £ |

1

>

(@]

>

e

S I
5 ,
- [
@ ,
bl |
+— |

[

o |
e |
- |
() |
) |
n |
— ,
WJ 2 4 8 W 8 2. m, e n
S |3 £ § § & § & i
)

SuJN]}al SNSUSJ BUIUO JO BWN|OA 3AITR[NWND

Each day from post out (7 March)

© Office for National Statistics

Help tomorrow take shape

Internet returns on Census Day

700,000 questionnaires submitted on Census

Day. 35,249 concurrent users max
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Concurrent users — forecasts vs
actual >

)
i
180,000
160,000
140,000 + — —Authority
(Worst Case)
120,000
— Authority
(Expecled)
100,000
=+ + Contractual
Limit
80,000
80,000 — Actual

40,000

20,000

0 mm— e - = . . —
A S & & S S & P
O S U L A g
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Time to complete

Time from login to submit: all forms CI

140,000 S —

100,000

80,000

Humber

60,000

40,000

20,000
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Minutes
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Proportion of Internet returns, by LA

Internet returns as a percentage of all returns
[ 150-100%
[ 101-151%
B 15.2-200%
B 0.1 - 25.0%
B o+

|:| GOR boundaries
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Online completions by age & sex

40 4
35 4
30 1
25 A
20 A

M Male

15 4
MFemale

10 -

Internet returns percentage

5

0 4

0-16 17-25 26-35 36-45 46-55 56-65 66-75 76+
Age group (person 1)
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Online completions by age and
disability 4

30 4

N
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Internet returns percentage
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Age group (person 1)
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Conclusions Q&
&

00

* Very successful online census application
* Liked by users
» Due to extensive user and accessibility testing
* Many design choices to be made
« Soft vs hard edits; routing; how to show progress, etc
» Design largely replicated paper; design for online first in 2021
* Only 16.7% response online vs 25% planned
» Planning 60-65% online in 2021
* Infrastructure sized for the census day peak
* What role for ‘cloud-based’ solutions for the future?
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Further information o

http://www.ons.gov.uk/ons/quide-method/census/2011/the-2011-census/the-
2011-census-project/2011-census-updates-and-evaluation-reports/2011-
census-update--providing-the-online-census.pdf
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