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Introduction and Methodology

The Electoral Commission contracted Ipsos MORI to conduct research into the design and
content of the registration forms for Individual Electoral Registration (IER), the new method of
electoral registration, which requires every individual to register themselves using a new
form. Individual Electoral Registration will be implemented across Great Britain prior to the
2015 General Election.

This phase of the research focussed mainly on the design and format of the new Household
Enquiry Forms (HEF) and Individual Electoral Registration (IER) forms, and what impact, if
any, it has on the successful completion of the form. This phase of the research follows two
previous phases (in autumn 2012 and summer 2013) testing content and design. The forms
tested in this phase have been created taking into account findings from this previous
research.

The specific aims of this research phase were:

¢ To examine how the layout of the new design helps (or hinders) people to fill out
electoral registration forms

¢ To measure how these forms are interpreted in their blank and “pre-populated”
formats

¢ To determine which form works “best”. In this context this means ensuring
comprehension and accurate completion from all who are required to fill them out

Three formats of the registration forms were tested at this phase:

o A4 one-sided: where all questions are on one A4-size sheet of paper and the
introductory text and guidance notes were on the opposite side

o A4 two-sided: where questions are spread over two sides of A4 paper with guidance
notes in “bubbles” on the right hand side next to the relevant question

e A3 booklet: similar layout to the A4 two-sided but spread out across A3-size paper
folded into a booklet. The A3 booklet incorporated the Invitation To Register (ITR) letter
onto its front page, whilst this was provided as a separate letter with the two A4 formats®.

The three formats were tested for both IER and HEF forms in two different versions — one
where details had already been filled out (“pre-populated”), and another where the form was
entirely blank. In total, twelve different types of form were tested:

! Please note that the ITR was not explicitly tested in this phase of the research, and is the subject of a
different research exercise.
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Table 1 - Form versions tested

13-045628-01 - Internal / Client Use Only

A4 one side A4 two side A3 booklet | No. forms
Blank and pre- Blank and pre- Blank and pre- 6
populated versions populated versions populated versions
Blank and pre- Blank and pre- Blank and pre- 6
populated versions populated versions populated versions
Total: 12

Sample images of the forms are overleaf.
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HEF forms
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A4, one sided form
Blank version showing

A4, two sided form
Blank version showing

A3, booklet format

Blank version showing
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IER forms
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Individual Registration Form
Register to vote
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Fill in this form

Online
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Hwn nasd mors inarmation ouommmaumumm Hyouama

Call 01234 567 890 if you
need this form in large
print o1 in another format.

N'mnmummmwknmmmmhymuwmwmlm

o wil

eiectoral
ragistor. il you @ agad 15 cr 17, we wil ket you know whan you ara an the
ragistor

{ Hote 4 | [ oto F |
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A4, one sided form
Blank version showing
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individual Registration Form

Register to vote
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Filling in this form

s blackink. 5 and oy whs
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Your dale of birth
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Clunderts [Js-70 Clowrra
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Your National Insurance number
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| aboun e
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Register to vote
Dear oox

About the electoral register
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@ MANTON
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1234 567 90
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18001 01234 567 800
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individual Registration Form
Register to vote

Filling in this form
Lisa biack ink, wrie in CAPITALS and orly writs in the white spaces.

Your name and address

Karen Elizateth Mitchel
23 Chestnut Avenus, Peterborough PE12 3LM

Problems with the form?
Contact us if you need
any help understanding

or completing this form —
or if you need this form

in large print or in

another format.

¥ and it the hers.
| \

Your date of birth

¢ Bon't know your exact date of birth? |
Plonse gve the cate of bith you i an

cther official documents. For examgle,
W poss ot know your sxact date of bith, leasa ok H you swe: | YOUr REpr o drver' iceree
[Junder1s [Jia-70 [Jover 7o
Your nationalif < M you have mare than one
nationality, #em all.

Yo can ol register 1o vote in the
UK if you have leave ko remain. We

| incluce you on the siectoral register.
< Hyou cannot tell us your National

Yo ca e i o o e, o o il ers s, pariors f:m'“b"""";;'” "d:,'u

(L 0mmo memm—

Your National Insurance number

+ & Commonwealth citizen who has leave 1o remain in the UK o who Hyou
Your address | s not requirs leave to remain in the LK o yoe b of i, plemes loll s Why. - !
‘ l How to register
D you have nomner msdrees? 1y0u N T e st e oxargia,
Cive Lime Yol & atadontor you cun 4 0200 l:aay;\crsgmrmmmm\ymhasaiawmnu\n You can

emal don v 8 T 650 S
ey ot e e ST T o hegtamye o gt o
Lo e Demeoried ¥ b v « il s on oo

w0 ava
U700, RSSO PR SRS N O SO Rager B S, 12 menths, or M I thia form st « compiate and return the form included with this letier in the

| ; latermypvote. ) Teply-paid envelope provided
D D o e Yours sineately
oo
LTI T M B Qe UL
2001064 Page1 Page1 2001064 Page2

A4, two sided form
Blank version showing

4

1ISO 20252:2006.

© 2013 Ipsos MORI.

A3, booklet format

Pre-populated version showing




Methodology

In this phase of the research six “mini-workshop” events were conducted across England
(London, Leeds) and Scotland (Edinburgh), alongside five Welsh-language depth interviews
in Llanelli to test the Welsh and English versions of the form. Fieldwork took place between
30" October and 27" November 2013.

Mini-workshop structure

¢ Two mini-workshops were held in each of the three locations, one workshop tested
the IER forms and the other tested the HEF forms;
+ In each mini-workshop the ¢.15 participants were divided into three groups, and each
group would receive a different form format to fill out i.e. A4 one-sided, A4 two-sided
or A3 (all groups were given either the blank or pre-populated version of their form).
After a short group discussion the workshop returned to a plenary format and the
three groups were able to discuss the merits and shortfalls of the form they had been
given while comparing and contrasting with the other versions of the same form;
¢ This process was then repeated in each group with the other (pre-populated or blank)

version;

¢ At the end of the workshop, a wrap-up plenary discussion helped identify the

elements from all the forms tested that had been particularly useful or ineffective.

The structure of the groups is presented in the diagram below:

Workshop 1:
HEF forms
Workshop 2:
IER forms

6 x 1.5 hour focus workshops with c.15 participants

2 groups each in 3 locations (London, Leeds, Edinburgh)

Each group of 15 split
into 3 groups of 5
participants

—_—

Group A reviews
A4 one-sided

Group B reviews
A4 two-sided

Group C reviews
A3 booklet

—_—

Each team
then reports
back to the
room —
opening up
for
discussion
among entire
group

Process is
repeated for
blank/pre-
populated*

|

Everyone comes together to

discuss which form they like
most/least

populated first

*Rotated
whether
groups given
blank or pre-

This summary report contains the findings from the mini-workshops and depth interviews,
identifying the elements that participants found the most and
recommendations for creating the most user-friendly and comprehensible form.
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Interpreting qualitative data

Unlike quantitative surveys, qualitative research is designed to be illustrative, detailed and
exploratory, providing insight into the perceptions, feelings and intended behaviours of
people rather than conclusions from a quantifiable valid sample. Therefore, these interviews
do not allow statistical conclusions to be drawn about the extent to which views are held
across the wider public. It should especially be borne in mind that only five interviews were
conducted with Welsh speakers.

The perceptions of participants make up a considerable proportion of the evidence in this
report, and it is important to remember that although such perceptions may not always be
factually accurate, they represent the truth to those who relate them.
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Summary of findings

Context

Participants were coming to the discussions about these forms from a base of very low
awareness about the changes to electoral registration. However, many believed they were
currently registered and because of the timing of this research (around the time of the annual
canvas), the registration forms were fairly fresh in the mind of many. However, there were a
number — often younger participants — who said they had never seen a registration form and
some who did not think they were registered.

It is important to note that the workshops and interviews were simulated situations. While we
worked to ensure that participants were completing the forms “as they would at home”, that
situation cannot be completely replicated. The very nature of the discussion also asked
participants to look more closely at, and think more about the forms than they perhaps would
if they received it at home, therefore identifying potential issues that would not necessarily be
a major problem if they actually received the form “for real”. We therefore probed on what are
priorities for change, and our analysis has focussed on highlighting those issues that may
impede the correct completion of the form.

The research found participants’ comments to generally be more negative about the pre-
populated forms than the blank versions. However, this is in part due to the false situation
participants were in where they were presented with the pre-populated information of fictional
people and were asked to imagine they were that person. Furthermore, expectations from
the Electoral Commission’s analysis would be that in reality most people would not need to
change or correct their details. Different approaches were tried to get beyond this issue?, and
participants were also probed on how they felt about the principle of pre-populated forms.
Generally, participants were positive about the principle of pre-populated forms because they
were felt to be easy to complete. Indeed, some participants recalled positively how easy they
found the current forms because all they had to do was send a text to confirm their details
were correct.

While there was some discussion among participants about the A3 booklets taking up more
paper, it was also noted that the A4 forms came with a separate letter and therefore took up
as much paper as the A3 forms.

Summary

Opinions on each of the three formats differed between individuals and groups and
frequently people talked about favourite form elements, rather than favourite forms overall,
so designating one format the most popular is not simple. However, there are some general
findings for each version. Please note that this summary combines findings on the HEF and
IER forms; the “detailed findings” section provides greater detail for individual formats and
versions.

? Participants were either asked to pretend that they were the person on the form and that their
surname had a minor misspelling, or were told to correct the form so that their name was on it.
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Generally, participants found the forms easy, simple and straightforward to complete.
Participants also tended to think the form looked simple which meant they often completed it
quickly and without the need to read or turn to the guidance notes.

The A4 one-sided forms tended to be least popular, in particular the pre-populated
format. Factors which contributed to this opinion included the small font size and a lot of
information “cramped” on the front of the form. Participants also said they did not like “flipping
and turning” to find the relevant guidance notes there were on the form on the opposite page
to the questions.

However, participants thought that the structure and layout of the blank version was clear
and useful, and in one group this emerged as the favourite for this reason. In addition to the
structure (in the blank version), the separate box for name corrections in the pre-populated
IER form and the “1,2,3" steps on the front page were highlighted as useful and informative
elements.

A4 two-sided forms were well-liked, although a few issues with the design — particularly
with the pre-populated version — meant that they weren’t always selected as the top format.

Participants noted the larger font size and use of space as positives that set the form apart
from the one-sided version. The use of guidance bubbles, although not universally liked, was
generally seen as a positive and useful addition.

The lack of separate boxes for name and address corrections on the pre-populated versions
caused difficulty for some, and the layout of personal information was considered by some to
be poor more generally. Signposting to online completion alternatives — a popular option for
many in the groups — was also less obvious than in other formats.

The A3 booklet-style forms were often the most favoured, although not in every case.

The larger font size and use of space in these forms was frequently seen as the clearest and
best. For some participants, the booklet format was also a positive as it made it look official,
and helped it stand out as something important to complete. As with the A4 two-side form,
guidance bubbles were generally seen as a positive addition.

A number of the positives about the A3 form were also negatives for others — some saw the
use of space as excessive, and others were put off by the booklet format because it made
the form look longer and daunting to complete. A number of elements, particularly around
making name and address corrections on the pre-populated version, were the same as the
A4 two-side format, and therefore came with the same drawbacks.

9
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Detailed findings

This section covers the particular positives and negatives of each format. Whilst all forms
were comprehensible and could be completed by group participants, the different layouts and
designs were not all equally clear, and some elements caused confusion or made the
completion of the form more difficult than it could be.

A4 one-sided, blank and pre-populated

This format showed the greatest difference in participant opinion between the blank and pre-
populated form versions.

The blank version of the form was considered by some to be the best of the three formats,
owing to its strong structure (clearly defined answer boxes and enough space for answers),
the clear and informative text on the front of the form (including the “1,2,3" steps — see
example below), and the clear signposting of the online form alternative.

PrOViding a gnd Of boxeS helped Please list everyone who is eligible to register to vote See ather side [ L g b=
participants  identify  precisely | frtname | | Natonaiy |
where they needed to write and | ™™ Telghore

what information was required,

Surname | Emal

meaning that they were able to Household member information grid

complete this form quickly and
easily. 1 Fill in this form

Online

Fill in this form at www.manton.gov.ukfelsctoraladmin uzing thiz sscurity cods

The text on the front of the form, clearly 2001064 7178

signposting in three steps how to

i Or use the form on the back of the page
Complete the form was Ilked by Use black ink, writs in CAPITALS and only writs in the whits spacss.
participants because it was clear and
succinct, outlining the options of what | 2 Return the form

Send the signad form in the reply-paid sovelops —or 1o the addrasz mthe

to do before you began filling it in. right-hand column of this pags
Some also felt that the three steps _
showed how simple the form was and | 3 hen we receive your form

. . ‘Wa will zend sach sligible parson you havs listsd an Individeal Registration Form
that it would not take a IOng time. a0 thay can registsr to vote. Or they can fill in the Indvidual Registration Form

onling at wew.gov.ukregiztarmyvots.

Form front page — “1,2,3” instructions

The perceived negative aspects of this form include the small font size — which participants
often cited as a problem for other people or groups (e.g. those with visual impairments),
rather than themselves — for the text on the front page and the fact that notes and
instructions are not visible whilst completing the form. Participants disliked having to “flip and
turn” the form to read the notes on the opposite page because it was seen as a great deal of
hassle, especially if you had to do it a number of times. Combined with the perception that
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this form is “simple” to complete many may ignore the notes on the front reverse side which
could lead to a higher error rate in form completion.

The pre-populated version was much less popular, and was frequently identified as the
worst form of all. The notes on the front page were thought to be too small, too much, and
too cramped, setting a bad impression for the form and often meaning that participants did
not feel inclined to read them.

Crossing out to correct pre-populated information such as people’s names on this form was
also generally seen as a negative, as it was for all the forms where participants were asked
to cross out incorrect details. Participants felt that crossing something out on a form was not
natural and many felt uncomfortable with doing so. There were also concerns that it looked
messy and unprofessional.

The lack of a clearly defined
space (or box) to write in the

Please check the Tnformation below

If anything iz wrong Canpmm— 2 Wantto changs Haz anyone moved cut?
correct details meant that |pesscostotad  ziv seoww $ yaur choices? Groza out their name.

ici put the coret infarmation [N
partICIpants were not aIWayS unider it. Remamber to wiits in capitala. -

sure about how or where to |- : ;

'our detaile Your choices Contact dstailz
Wl’ite theil’ details |f they Fuul peame Mationolly  Owe  Pestalor  ncludedan  ou don't hava % giva us ekaphane rembers and emal addressos

o7 peory wole T apon regisierT bl i will help § we noed 10 oontacl peopie aboul their regisirmion,

needed to make a
correction.  Spontaneously
many participants suggested
having a separate box to
write in any details that needed correcting. Some also thought a “tick box” would add clarity,
by allowing them to tick whether the details were correct or not.

If nothing has changed
Tell uz uzing any of the ways on thiz fom.

Sarah Stephenzon Britigh No Mo Mo Email

Tel=nhnng

Individual information and corrections pane

The “your choices” section, which covers preferences over postal/proxy voting and the open
register (see picture above) was also confusing for some participants. Many felt that because
it was in the same space as the name which can be crossed out and amended meant that
they could cross out their options for postal or proxy voting and being included on the open
register and make the amendments on the form. However, very few spotted in the notes
section (and only after completing the form) that they would actually have to request an
additional form to make these changes. This was a broader issue with all the pre-populated
forms.

Some positives were also identified with this form — some considered the “don’t lose your
right to vote” tagline on the front of the form to be a strong call to action which would make
them fill out the form if they received it, and the fact that all questions were on one side of
paper made the form appear short and easy to complete at first glance.
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A4 two-sided, blank and pre-populated

The difference in opinion between the blank and pre-populated versions of this form was
much smaller than the one-sided A4, although there were still noticeable differences.

The blank form was generally popular and
sometimes chosen as the “best” format. It
was felt to have a straightforward, clear and
“clean” appearance.

The guidance notes or “bubbles” were
considered to be more useful than having
them front-loaded, with some suggesting
that it made the form look modern, like an
internet form. Those who liked the bubbles
felt it was helpful to have them alongside
the relevant question so that they could
instantly look across to see the necessary
help.

Participants also liked having the questions
start on the first page as it meant that they
could get on with filling it in straight away,
and that they were more likely to read most
of the notes and information (compared to
the one-sided version where participants
generally ignored the first side).

Please list everyone who is eligible to

register to vote

Person 1

Firat namsa Middle nams=(s)

Surname

Mationality

Telephone number

Email addrazs (if they hawe oneg)

Person 2

Firat nama Middle nams(s)

Surname

Mationality

Telsphone number

Email addrass (if they have ona)

Person 3

Firat nama Middle name(s)

Surname

Mationality

Telsphone numbar

Email addrass (if they hawe ons)

One perceived down-side to the form was that the online completion
option was not well signposted. In this form the main prompt is directly
below the local authority contact details on the top right of the first
page. For some participants this is a “blind spot” — the assumption is
that the information here relates to the council's address, and is
therefore not relevant unless you want to contact the council.
Participants across all the workshops were keen to be pointed
towards the online option as many felt this was an easy way to be

able to complete the form.

Another point that participants raised was that the boxes for names

Blank household member entry pane

EQROUGH OF

=
e MANTON

123 Example Strest, Suburbnamsa,
Anytown, Countyshire AB12 3CD
Call 01234 567 890

Email info @ manton.gow uk
Taxtphons 18001 01234 567 820

Refersnce 1234567200

Onling

Fill in this form at

www.manton. gov.ukislectoraladmin
using this ascurity cods

2001064 7178

Address and online

were possibly too small for some people, particularly if they had long information boxes

middle names.

The pre-populated form shared many of the positives identified with the blank format, such

as the guidance bubbles. However, there were a number of issues specific to the pre-

populated form. The main issue was with the presentation of pre-populated information.

Participants generally expect a separate box for corrections, so the requirement to cross out

and re-write details in the same box caused confusion and many felt uncomfortable crossing
13

This work was carried out in accordance with the requirements of the international quality standard for Market Research,
ISO 20252:2006.

© 2013 Ipsos MORI.



out details on a form — as with the other versions of the forms where they were asked to do

SO.

As with the one sided form, the name
details (which can be changed on the
form) were presented next to the
information on choices around the
open register and postal/proxy voting
(which  must be changed on a

different form) without obvious
guidance, which led to errors in
completion of the forms. Again,

participants believed they could make
changes to the “your choices” section
by simply crossing out and writing an
answer in.

f Please check the information below

Your detalls Your choices
Postalar  Included on
Name Nationality ~Over 707  proxy vofe? apen register?
Sarah Stephenson British No No No
Email
Telephone
John McLean Canadian  No No No
Email
Telephone
Karen McLean British No Postal No

Email

If nothing has changed

Tell us by sither.

+ Going online at
wiww.manton.gov.uk/electoraladmin

* or texting your security code to 57575

+ or calling us on 01234 567 830

+ o1 signing the declaration on page 2 and
teturning the form in the rply-paid envelope

Your security code i

2001064 7178

If anything is wrong

Ii anything is wrong, please cross it out and put
the correct information under it. Remember to
write in CAPITALS.

\ lalnBrowm—— )
\ IAN BROwN
NP oAy
Has anyone moved out?
Cross out their name

Lo

Pre-populated household member information

The option to complete the form online if nothing has changed is presented in the guidance
bubble on the right-hand side. However, because of its position on the form many people
missed it, or only saw it after they had begun completing it. Therefore, participants suggested
having this centrally and “up front”, before they begin completing the form.

The guidance and information around the open
register is placed after the declaration and after
people have already signed the form, and away
from their listed open register status. This led to
suspicion for some, as if it was being purposely

hidden.

14

Declaration

To the best of my knowledge, the information in this form is true. | have checked with
everybody on the form that the information about them is correct.

| understand that if | do not give the information asked for in this form, | could face a fine
of up to £1,000 — and if | knowingly give false information, | could face a fine of up to

£5,000 or up to six months in prison.

Signature

Date

Full name (please use CAPITALS)

| [0 (0 CITT)

If nobody lives at this address, this form should be completed by the person who is in
charge of the property. Please tell us who you are, for example landlord

The open register

There are two reglsters. Why?

Using information received from the public, registration officers keep two registers — the
electoral register and the open register (also known as the edited register)

Open register information — after

declaration

This work was carried out in accordance with the requirements of the international quality standard for Market Research,
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A3 booklet, blank and pre-populated

The A3 forms were generally the most popular HEF format, but with some important caveats.

—I‘r - : ,eside-m PR
The blank form was generally and
. . . . . « aged 18 or over (but you will not be
the most popular HEF form. Please list everyone who is eligible to register ¢ able to vote until you are 18).
. to vote ‘fou must also be either:

The Slze Of the form meant Person 1 = a British, Irish or European Unicn
that the font Size was |al'ger First name Middle name(s) Surname . :t{l_‘,zzr:lr:.;nwealth citizen who has

: lzave to remain in the UK or who
and more aCCQSSlbIe, and the | | | | | | does not require lzave fo remain in

Maticnality Telephone number the UK.

use of white space made the | I |
form easier to look at and fill

Email address (if they have one) .\_GD to page 3.
out. Participants liked the flow | | K Vou dorrt nave to give us el
of questions, and felt that the | person2 B el e moa
guidance bubbleS were Useful First name Middle name(s) Surname __cont:u:t them about their registration.
This version of the form also | | ] |

ationality Telephons number

had a separate bubble telling | | || |
participants that their email | Emailaddess i they have one)
and telephone information | |

Mobody eligible to register to vote?

were not mandatory, which , .
. . Blank household information pane

some participants appreciated.

The booklet format was more divisive, whilst some participants felt that it made the form

appear more official and important to complete, others said that it made the form look long

and more intimidating.

The form had two main drawbacks identified by participants. The “other information” section
on the fourth page was frequently missed as it was on the back of the booklet after the
signed declaration, and was not signposted at all earlier in the form. This meant that some
only discovered it accidently and made some think it was purposely being hidden away.

Information on the online completion —
QUSEnold Lnquiry Forr Online

option was not felt to be obvious meaning |\who is eligible to vote? Fan i form
that some people who would prefer to go | Fiiing in this form oo 7

Use black ink, write in CAPITALS and only write in the white spaces

online missed the prompt and would
complete the form by hand before
noticing the prompt (if they noticed it at all).

Online completion signposting

The pre-populated form shared the positives of the blank version about size and clarity, but
tended to be less liked. The household information section was similar to that of the pre-
populated two-sided A4 form, and so shared many of its flaws around the lack of a clear
structure and confusion over what could be edited as well as the online option not being
clearly signposted. The single long guidance bubble (see below) may also have led people to
not read the information it provided, leading to errors in form completion.
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Some noted that whilst the left hand page of the booklet was very busy there was too much
space on the right hand side, leaving the form unbalanced and leading some to suggest that
the form was wasting paper.

As with the blank version, the information on the open register was on the back of the
booklet, where most participants missed it.

Please check the information below If nothing has changed
Your details Your choices Tell us by either:
Postalor  Included on s Going online at

Name Nationality Ower70?  proxy vote? open register? www.manton.gov.uk/electoraladmin
Sarah Stephenson British No No No » Texting your security code to 57575

+ Calling us on 01234 567 890
Ema” « Signing the declaration on page 3
and re[urning the form in the
Telephone reply-paid envelope.
John McLean Canadian No No No Your security code is
Email
Telephone If anything is wrong

If anything is wrong, please cross
Karen McLean British No Postal No it out and put the correct information

under it. Remember to write in
Email CAPITALS e,
Telephone ’_laI-H'-B‘I‘UWﬁ_r ' g

3 TIAN BEOwN <
Christian Stephenson British No No No At g gl

Has anyone moved out?
Email Cross out their name.
Telephone

Want to change your

Pre-populated household member information and part of the long guidance bubble
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IER forms

A4 one-sided, blank and pre-populated

Both blank and pre-populated A4 one-sided IER forms were generally liked the least, and
feedback on the IER form was often similar to that given for the HEF version. However, the
difference in popularity between the three forms was smaller for IER than the HEF versions.
Although they were viewed as the least effective, participants again identified some strong

elements in these forms.

The blank form was generally
considered to be too cramped,
particularly the front page with the
introductory text and the guidance
notes. Participants felt it had a small
font size that might be difficult to read
for older people and those with poor
eyesight. They felt that it looked off-
putting and many did not read it
Participants felt that there was too
much information on the front page.
Placing the guidance notes on the
other side of the form to the questions
was again considered an impediment,
and the tabs used to refer people to
the relevant note (“see Note A”) were
frequently missed.

Individual Regiztration Form

Register to vote

1 Fill in this form

Ondine
Fil inihia form ol wes.gos ukfeghsiomywole

Or use the form on the back of the page

[*]

Aeturn the form

]

‘When we receive your form

ViR O

[t

M

Dot Ko o et diiti of Bins T
Fodin §va Te date of St pou pul on o ofical dosumanis
Foor sanmple, pour prsspon of crvwrs ioence.

[

I e have more thss sne satonslity, paass noide ras

Oficn biafang wa inclidia wou on the aac oml sgishar

| Mai C
11 poeu cannol 1ol us yoor Kalions! Insursnce nuinber we

will e R i pou formesal o pour idenity. ¥ will comact
shoud ghis

L Bk ink, write in CAFTTALS and onfy wiite in the while speces

 wo nased Mo inlomadion = lor axemole, sboul enother addrase or # you ama
Commonwssalih cizen abed your ismigralion s - wa wil coniest you

P o hives okt for @n appication fomn o vota By post or by proxy. we wil sand

all You cen only regisier o voba in T UE il pou have leeve 5o
FemiEn W iy chisck your msigaion stalus with tie Home

EOROUGH O
@ MANTON

Problems with thiz form?
Comact us il wou raed any hale
undersianding o compaing his lom
Call 1384 BET 200

Essail TSN GO ik
Texiphone 180071 01354 S87 80
Redereice 1234587500

123 Exnmpla Stssal, Bubsabnanm,
Anytian, Countyshin AR 300

1 i i e S P o W it ol G P, e W S 12T i e
o y-pied anvaope - of 12 Ba addreds in Ta Oghl-hend column of ha page

Call 01234 567 820 if you
naed thiz form in largs
print of in another format.

We wil sand sach aigitle perecn confmation that Py &% o 17 slectenl
ragiaier. I you ove aged 18 ar 17, wa will kel pou know when you % o0 '

Than e twe reglasers. Why?

Lsing infomalon recalved rom fa putls, mgisndon olfoen
oy e regiaiens — the wecioel mgister and B open
g (RS WTEAT A I ST ragislar)

Th elictorsl register Bals ' fam=as B s30nasems of
avaiyona who i egataned 10 vols in aublic akctions. The
ragislar is wiid for aecions purposed, such ae making sure
iy i POpha oo v It i R o v o il
PR BEsE e i 1w, such &6

+ debaciing crime g raud)

- caling peopa for jury servios

. chacking cradi apgCEtonE.

Positive elements included those One sided IER —front page

seen for the HEF version of this form around the appearance of simplicity. Specifically in this
form, the positives were seen as clearer signposting that email and telephone details are not
mandatory fields, and the “1,2,3” steps outlined on the front of the form which strongly
highlighted the online alternative. However, some felt that this information might be lost on
the cramped front page.

The pre-populated version shared the drawbacks of the blank version around the cramped

appearance of the first page and the small font size.
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One positive which was

d f d b I ” Your name and address Karen Elizabeth Mitchell
laentitie y almost a 23 Chestnut Avenue, Peterborough PB12 3LM
participants was a

If your name and address are wrong, put the correct details here.
separate box for

corrections if a name or

address were incorrect.
Although the box was
considered too small if you had a long name or long address, the inclusion of a separate box
clarified for many how they were meant to make changes to their details — for some this was
the most important requirement of any. When participants who were not originally given this
version of the form saw that it had a separate box they felt that all pre-populated forms
should have that format for making corrections.

Separate name correction box
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A4 two-sided, blank and pre-populated

The A4 two-sided IER form shared many of the same positives and negatives as the HEF,
although some differences were noted. This form was sometimes the most popular, and the
difference in popularity between A3 and A4 2-sided IER forms was smaller than for HEF
forms.

The blank form was seen by many to be [y.. tuiiname ‘ J
easy, simple and clear. The numerous i‘@*fﬂaw |

guidance bubbles were seen as USEfUl ., e smeyos e s e o 12 momne e ——
additions and helped maintain a less || |

cluttered and confusing appearance. The |Yourdate of birth P

[ I Please ghe The @l of b you pul on

other aficial documents. For exampie, yous

informatior]. On the Open re.giSter Was aISO ﬁ.y:ﬁla.ohéu;;ou;u—anﬁofnlﬂn.pleaullallyounne: pasaport of driver’s ioance
clearly signposted, which prevented |Huee Lo Lomme

suspicions arising that it was purposely |Yournationallty, ) ekt ke o 1 o oy

placed after the declaration and signature | " [ roreman. e m
section.

mciudi you on Ihe electonal isgist

Multiple guidance bubbles on two sided IER
Some were confused by the position of the pied

telephone and email details section in this form — it was placed on the second page, away
from other “personal” information such as National Insurance Number and date of birth, and

with a selection of mandatory fields.
Wi BOROUGH OE
i3] MANTON
The signposting for the online option was also criticised on this form o

as it was not seen by many (in a paragraph of text at the very start || o o e i et acn

of the form, and in the letter “blind-spot”). Participants wanted to be call 01234 567 890

. . . . . Emall info@manton.gov.uk
encouraged to complete it online and so were disappointed that this Textphone 18001 01234 567 890
option was not made clearer. Reference 1234567050

You can also fill in this form at
www.gov.uk/reglstermyvote

Online completion “blind
spot”

The pre-populated version, whilst

well-spaced and with a good font e

If your name and address are wrong, please change them.

size, was seen as more confusing.
Very little space is provided for

participants to correct their details, | |23 chestnut Avenue, Peterborough PB12 3LM
so they were unsure where they

Karen Elizabeth Mitchell

should write new contact details or pre-populated details and correction space
how to alter their name if it was

required. There was also no bubble instruction on how to amend name details and there was
a general lack of clear instruction about how to make a change.
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The online alternative was felt to be poorly signposted, and was only mentioned once under
the council address.

Additionally, ~the  “changed your "epapoed your name in the last 12 months?
name?” section on the second page [no [[]ves

caused confusion as participants who | Please give us your new name.

had recently changed their name | |
corrected their name at the start of the
form, and were then unsure whether
they again needed to write in their changed name on the second page or not. It was
suggested that this section appears with the “name and address” section or that clearer
instructions at the beginning of the form were needed about where to make changes to a
name that has been changed.

Name change section

On this version of the form there is also some information (eg. about the open register)
placed at the end of the form, after people have signed it. Participants often missed this
information and many said that once they sign a form they rarely look to see what else is
written afterwards.

More positive feedback on this Register to vote @ MANTON
form specifically was that the | s yeu s e en e siors st ¥ yeus g s i n i o S —
« . " . you may not ba able io vole. Anytown, Countyshire AB12 3CD
contact details” section was Oréy your rane and adkiress wil appesr on ihe register. e 120 687 890
Email info@ marmion. gow. k.
on the ﬁrSt page Wlth Other Filling in this form Textphone -am-mzs.n:srmo
Uses black ink, wrils in CAPITALS and anly wrils in tha whits spaces. Reference 1234557880

personal details in this version, | your name and address Youscan also il tis form af.
meaning that the Ol’del’ Of ¥ your name and address e wiang, pless change e, www.gov. ukiregistermyvote:
questions flowed better.

Karen Elizabath Mitchsll

23 Chestnut Avenus, Patsrborough PB12 3LM

Your date of birth . Don't know your exact date of birth? )
Dj Dj Djjj Plaase give ha dabe of birth you put on

alher official documants. Foe axampls, youe
If you don't know your exact date of birth, please tick if you are: | passport or dhiver's licance:
urderia [J48-70 [Jover70 - .
Your nationallty It you have more then one naticnality

plasmss inciuda theen all Yau can only
| register o vale in the LIK F yeu have leave
o reenain. Wis maty check your immigration
statiis with the Horme Ofics befare wa
inciuda you on the slecloral register
\

Your Natlonal Insurance number I you cannet tedl us your National
Insurance number, w will nsed b ask you

“You can find this an your payslip, or on official letiers about tax, pansions or banefits for proof of your identity. We will contact you

aboud this
¥ you don't know your National Insurance number, nationalisty or date of birth, .
please tell us why.
Contact detalls < Wioous don't have to give Us your contact
Talsphons numBae(s) details, but i you do &t will help us # we

| nesad o cortact you about your registration

Ernail address (i you hawe one)

Blmyrmal Dom Slam Iomomu 47 punom prlem @

Contact details on first page of pre-populated form
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A3 booklet, blank and pre-populated

The findings for the A3 booklet IER format were similar to those for the HEF format, with this
form frequently being picked out as the best. However, unlike in the HEF groups, where the
A3 booklet often had a clear lead, preferences for the two sided and booklet IER forms were
much closer — particularly for the pre-populated formats.

Participants liked the blank version because
they felt the use of the space makes the form
appear clear and easy to follow and fill out,
and it was more popular than its A4 two-sided
alternative.

Unlike the HEF A3 booklet, directions on how
to fill out the form online were placed on the
front page, which also helped people view it
more positively.

The pre-populated form had the same clear,
easy to follow, and popular layout as the blank
version, although a few issues meant that it
was less often the most popular form. The
provision of a separate box for changes in
name and address was a key factor for many
in their preference for this form. However, this
additional box was provided without a
guidance bubble. Participants were concerned

Your full name

Forename(s) Surname

Any other name you have had in the last 12 months

For example, you may have
got married

Your date of birth

[T LT

If you don’t know your exact date of birth, please tick if you are:
[JUndsri8 [ [16-70 [ |Cver70

Pizase give the dats of birth you
put on other official documents. For
example, your passport of driver's

Don't know your exact date of birth? )
licence.

Your nationalit
¥ ity, please include them al

‘ ‘ You can only register to vote in the

<_If you have more than one ‘

UK if you have leave to remain. We

A3 booklet — start of form

How to register

It is easy to register to vote and only takes a few minutes. You can
either

» go to www.gov.uk/registermyvote to complete a form online

» call us on XXXXXXX

« complete and return the form included with this letter in the

reply-paid envelope provided

“How to register” guidance on front page

Your name and address

Karen Elizabeth Mitchell
23 Chestnut Avenue, Peterborough PBE12 3LM

If your name and address are wrong, put the correct details here.

Separate corrections box

that the most important correction box was without a guidance bubble, and felt that the
instruction directly above the boxes might be missed.

Another issue, shared with the A4 two-sided pre-populated form, was that the “changed your
name?” section was on the second page, well after most participants had changed their
name on the first page. This led to confusion as people wondered whether they should undo
their correction on the first page and leave the second, or if they could correct their name in

both places.
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Remarks on the Welsh language forms from depth interviews were generally in line with
remarks from the English language groups. However, participants were impressed with the
quality of the Welsh language translation, and also with the simplicity of the forms.

Specific language issues were around the word for nationality, cenedligrwydd. Some
participants were unsure what this meant, although the context and use of the English
language version helped clear up any confusion.

Eich cenedligrwydd

Eich cenedligrwydd/Your nationality box

In all five interviews conducted, the preference was for separate Welsh and English forms,
rather than a combined/integrated (Welsh and English on the same page) or back-to-back
(twist and turn®) format. It was felt that integrated forms can look confusing and appear very
long, which would put people off filling them out. Participants highlighted some other official
Welsh forms that are integrated (for example, DVLA forms) as examples of forms that appear
too long and complicated. Twist and turn was also seen as confusing because of the
requirement to flip the paper over if they wanted to check something on the English form.

By comparison, participants said that having separate forms was simpler as they could have
them side by side when filling out the forms, ready for if they needed to check a specific word
or phrase.

® Twist and turn’ is where a bilingual form is double sided, so one language appears on one side of the
sheet and the other on the reverse throughout. This format means that each language version
resembles a single-sided one language form.
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Recommendations



Recommendations

No single form was sufficiently preferred across the groups to be considered unequivocally
the best. In most groups one form came out as being worse than the others (usually the one-
sided A4 pre-populated form — see the summary below), but overall there were positive and
negative elements in each. These positives and negatives can be adapted and combined to
create a form that combines the best of the three formats, whilst avoiding the pitfalls present
in each - while also being aware of the final overall length of the form, and the implications
this might have on the design.

Positive form attributes

¢ Clear signposting for online electoral registration at the start of the form will
help channel people to the online registration portal. A number of participants
expressed frustration that they had part completed their paper form before realising
that they could do it online instead.

¢ On pre-populated forms, a separate box for name and address corrections was
seen as a must by participants as they felt uncomfortable crossing out incorrect
details and were not clear where to write new, correct information. The use of tick
boxes to note whether information is correct or not was also suggested as an
alternative.

0 A clearer structure for this element of the form, with clear grid lines or boxes,
would also help people to understand what they need to write where and

explains the popularity of the otherwise cramped one-sided blank HEF form.

¢ Providing clear steps on how to complete and return the form was also popular.
One of the most liked aspects of the otherwise unpopular one-sided A4 forms was the
“1,2,3” steps on the front page.

¢ The use of in-line guidance bubbles works better than front-loading notes.
Although some people thought the bubbles looked unprofessional, front-loading notes
and flipping back to read them was almost universally unpopular.
0 Some suggested that putting the guidance bubbles to the left of the fields
would make them more noticeable as people read from left to right and may
stop before the bubble on the right hand side and miss the information.

¢ A strong phrase like “Don’t lose your right to vote” opened two of the HEF forms
powerfully and was more successful at getting people’s attention than the other
opening line (“about this form”).

¢ Instructions on the use of block capitals and black ink should be placed directly
above the form or at the start, rather than to the side if it is to be noticed. Another
prompt for capitals may be required for email address as it is a common habit to write
this in lower case.

¢ The“ldon't want to be included on the open register” answer option was clear.
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¢ The envelope for these forms should draw attention to their importance to
ensure people open them, as should the accompanying letter.

Aspects of form design to avoid

+ Although this is how electoral registration forms are currently filled out, crossing out
names and addresses on the pre-populated forms was found to be unpopular
across the research. Participants were unsure when they should cross out a name
and manually amend the details to correct it, and when they should cross out the
name and write the details in as a new person. It is important to note that this finding
may have been affected by the artificial environment in which the research took place
(asking people to pretend that they are the person named on the form); however, the
same reaction was observed despite changes in strategy to counteract this.

¢ Notes and information on a separate side of a form are less likely to be read
than notes next to their relevant question. If participants don’t read notes they are
more likely to make errors.

¢ Information placed after the declaration and signature is unlikely to be read.
Participants consider a form “done” once it is signed, so important information should
ideally be placed in-line with questions.

¢ Small font size, and too much text on one page, can lead participants to ignore
information.

¢ Changing the “choices” on postal/proxy voting and the open register should be
made easier. It is not particularly clear in any form that these cannot be amended on
the registration form, and placing them next to information which can be amended,
such as name and address, suggests that no further action is hecessary.

¢ On IER forms the point at which a change in name (eg. due to marriage) should
be made needs to be clarified — on the pre-populated section up front, in the name
change section, or in both?

Based on people’s preferences for the form attributes highlighted above, their reactions to
the three formats can be summarised below:

A4 one-sided, pre-populated forms tended to be least popular. This was due to a variety of
factors:

¢ The high level of information on the front page and the small font contributed
to the form looking “cramped”. This was particularly the case for the notes,
which were also placed on the opposite side of the page to the form itself.

¢ However, it had some positive features such as the “1,2,3" steps, and the
separate box for corrections
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A4 two-sided forms were largely well-liked, although a number of “deal breakers” often

prevented them from coming out as the most well liked. These included:

L4
¢

The lack of a separate box for corrections to name on the pre-populated forms
The need for clarification on how to make changes to “your choices” about
postal/proxy voting and the open register

Poor signposting for the online alternative to filling the form

A3 forms were often favoured, though not exclusively, with the blank version more clearly
popular than the pre-populated

¢
¢
L4

Participants tended to like the white space and larger font size

However, there was also a feeling that there was often “unnecessary space”
The A4 versions were not seen as saving paper because they would come
with a separate covering letter

While some liked the “booklet” because it looked official and important, others
did not like it because it made the form appear long, which some said would
cause them to put it to one side rather than fill it out

The “deal breakers” noted on the A4 two sided forms were also often present
in the A3 booklet.
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