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Overview

* The design process

« Examples from Statistics Denmark
* Testing
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Three Layers of Forms Design

1. Relationship

— between the organisation that is asking the
guestions and the person who is answering

2. Conversation

— the questions, instructions and arrangement
of topics in the form

3. Appearance

— the way the form looks, the arrangement of
text, graphics, colour
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Layer 1. Relationship

* Persuading people to answer

— Good relationship with the users results in
good data for SSSU

» Asking for the right information
— Only ask for information that you will use
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Influencing respondents

Three types of respondents:
— Readers, rushers, refusers

Three rules that influence response:
1.Establish trust
2.Reduce social costs
3.Increase rewards
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Establish trust

* Clearly show who has published the form
(logo, name etc.)

* Make it easy to contact SSSU
* Ensure that the form has a clear purpose

* Make sure the form design looks
professiona

* Make sure the form functions correctly
and does not contain errors
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Reduce social costs

» Social costs” are things that make the
user feel bad or look bad to others

* Ask for answers — don’'t demand
« Keep the form short and easy

* Minimize requests for sensitive or
personal information

* Design questions that users can answer
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Increase rewards

* Give the user a “good feeling” for helping
out

* Make information available - e.g. link to a
branch-specific report

 Information about what the data is used
for

STATISTICS
DENMARK



Asking for the right information

Information exists & need not be checked

Information exists & needs to be checked> | G HHATER
we need

Information doesn't exist. Ask user >

"Every piece of information that you ask for puts a
burden on your user and creates a burden on your
organisation to do something with it. Make sure
that the effort is justified.”

Jarret and Gaffney — 2009
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Asking for the right information

* Only ask for information that you will use

* Find out how SSSU will use the
Information you collect

* Check whether SSSU already holds the
iInformation

* Check whether information can be
obtained from external partners

* Avoid duplication
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Layer 2. Conversation

* Making guestions easy to answer
» Writing useful instructions

* Choosing the right kind of question
* Making the form flow easily
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Making questions easy to answer

* 4 steps In answering:
— Understand the question
— Find the answer

— Judge whether the answer fits the
guestion

— Fill out answer on form
* Can be a long or short process
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Making questions easy to answer

Make the guestion easy to understand

— use words and concepts that are meaningful
for the respondent (target group)

* Ask one guestion at a time

« Turn negative guestions into positive
ones

 Clarify meaning by grouping
« Get rid of decision points

STATISTICS
DENMARK



Make It easy to find the answer

* Types of answers:

— Active knowledge - in the user’s head,
everyday information

— Gathered answers — on paper, database etc.
— Third-party answers — ask someone else
— Created answers — e.g. comments

« Know where users will find answers

« Know who has the data you want (who
will fill out the form)
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Writing useful instructions

Necessary texts:
 Title which tells what the form is for

» List of anything which users have to
gather to answer the questions

 How to get help
* Thank you text
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Sort out Instructions

* Rewrite In plain language
— Familiar words (for target user)
— Short affirmative, active sentences
— Use bullets, tables, space
— Use helpful headings - break text at
appropriate points
« Cut Instructions that are not needed
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Sort out Instructions

* Place instructions where they are
needed

* Write help that is short enough to place
right next to the field

* Don’t repeat yourself

« Separate instructions from background
Information

 Don't lose users in long texts
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Making the form flow

* Break up long forms by topic

« Keep to one topic at a time

* Ask anticipated questions before
surprising ones

» Ask less intrusive guestions before
Intrusive questions

« Say thank you to close the conversation
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Layer 3: Appearance

» Taking care of the detalls
» Making the form look easy
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Taking care of the detalls

« Put labels where users will see them (to
the left of fields)

* Make sure each label is closely
associated with the field

 Indicate If the field is required or optional
* Choose legible text — fonts and words

« Use white space to make easy-to-read
paragraphs
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Making the form look easy

 Make sure users know who you are

* Make your form look tidy by using
grids

* Make the form look organised with
grouping

* Avoid two-column forms
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Redesign of Accounts Statistics Form

STATISTICS
DENMARK

Translation of questionnaire - enterprise level

CVR-no.

Sunvey year
009

Survey no.
1156000

Financial year: fes uhs shoukl relste 1o your finm's financial vear, ware specificalls the cne ending in the pericd 1 May 20091030

April 2010. Plase indicale your financial year. (tck the bos)

O Cakndar year 2000
O other pericd, please specify:  From o

amounts are gren i O DK (Danih bane 1 EURD

Balance sheet

Profitand loss statement

Ordinary non-financial items.

ta. Tumoer (et saks). b VAT amlescia dilks 1a
1, Capitalied vaork perform s by your firm for cuwm purpess 1h
1. Cithe incame 2
3. Inciease (+] / decrease () instochs (s materiab, nkhed producs ete ) 3
4a. Purchasss of gocds formsale 3
b, Purchases of ravs maleriak, corsumables and paclaging matsrisk -4l
5. Purchases of energy preducts (ekeetricity and luek, excl.for registenedd 5
6. Costof subsontractor and other otk dan by cthers on your finn s materiab by nonewpiyes) .. .5
7. Rent pakl feecl. beating bill 7
8. Costaf minor tand fixtures 8
5. Payments for tem porary wiorkers proriled fram ancther enterpri (e q. agencies) a

10. Pagments for bong-ter rental and aperat anal sasing of gols ...

1. Ondinary verte-ofls in respect of debiors
2. Other I chatges e L seco i 1
13w W sak 1

1

14, Pension costs
P

16. Valus adjust ments in respctof fixd assels dspreciation charges etc)....

1o KK om et

Assets

Fixed assets
nisagibks

Tangible foed assets
Land and buiklings

Prcduction wachinery and equipment
Other plant and squipment

Frepayments
Tangibe foued assets, total

Financial foed assets
Claims

h d if

Bonds and smilar documents

Finedassets, total (33+38+42)

1 000 DEK! 1 00 e

Beas st

50,
51

53,

Current assets

progress for own account facturs erch

Finshed gods produced byyour cum enterpiss....
Purchased gocds for

Prepayments for gocds
Stocks, total.

Delis moeivalbie
Debis bl f

B&a85%

Opening stock
1 00 DK/ 1 060 cuol

Clesing stock
1 000 DEK! 1 060 earo

Work in progress, not for aeen account ianlract work)
Ctherdbis ceivable

Debis receivable, tots!.

Skares, boads andcask

Shares and cemershipceniiates
Bonds and simibr documents

Cash

Shares, bonds aid cash, total

Current assets, total (49+53+57).

Assets, total (43+58)

60
&l
63
64,

5. 0

Liabilities
Capialand v

Prvisizns for labilitiss and charg;
Long-term debis 1o suppl

Cther lang-term debis

Short-term debis tosuppl
debts

Liabilities, total

17. Value adjustimems in respectof cument assets (apart from financial current asses) 17
18. Other apsrating charges (ofa non-trading type) 1
19 Proftor bss before firsnetslond extraardinary fem: 19
Firancial itenss
20. Income fiom pank ipsting interests, c1. e a0, ! 2
21, Diswlends d on ctherfied el tem. o, a1
22. Interest received on Fised financial assets, ¢ i 111 2
2 i el iters -5 2
24, Deprciation etc. on financial assets 1
] H
Extraordimry iters
26. Extraoudnary i 2
28_ Profitor koss before tax on owd nary and extrsordinsry iesok. 2
20, Corporation tax etc. an ardinary and extracrdinary result (ol wksiant for sk 1 20
30. Profit or loss for the fimancial 0

‘Approprition of proft or treatment of loss
31, Profit retained or ks sustained

32. Dividends 10 sharshokl payments to

The previous design

Increase (acquisitions) should be stared ar book value hefore any adjusiments. Assets acquired through financi
easing should. be includad

Investment (capital expenditure)

Decrease (disposals) should be siared ar selling price (ifnot known then the written-de

Investment curing the year

a8
6.
™
bl

™
75
6

@

a0,
il

84,
85,

a7

7. lntangibles

Increase

1 000 DR 1 00 e

Real estate
Purchases of xiting buikdings (i, kand value)

Canstruction of nevs bui ings fexc . Gl

Purchases of knd not buil upon
Aherations snd imprvements of buiklings and installations, including heating

Construction, allealion and inpravement of mads, harbours, squares, elc. including developrent and
Fland

feal astate, total,

Machinery, plant aad equipment
Productizn machinery and squipment

Orher plant, operating assets, fistures and fumiture
Machinery, plaat and equipment. iotal

Prepayments

Increase, total (62473+76 +77)

Decrease
latanaibs

Rzl sstate
Dispasalal buitings i1 el

D pesalof land
Dis pesalof eads, harbours squares, etc

el sstate, total,

Machinery, plant aad equipmen
Dis pesalof production

u
Dispasalal ather plant, operating sssets, fitures and furnture .....
Machinery, plsatand equipment, i,

Decrease. total (79+82+85).
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Analysis of the form

R el )
7 - Resultatopgeralse *Poster der er kammenteret i u%icdnirggn gﬁ
i A I Ot Of I n fo rm atl 0 n Ordinar drift for finansiella og ekstraordin®re poster i 1.000 k1000 aura ,;[:g
la Omzaming Belobet opgaves efter radrag of prisnedslog, mervardis ap funktgBier ey S P J:' e ‘} . £
Ib Arbejde udfert for egen regning o opfiert under aktiver® ... g Ib ¢+ ] v
0 n th e p ag e 2 Andre drifsindeegten, (kun indizgter of sekunder karoktar)® 2 e ‘: :
3 Foregelse (+) / formindskelse (<) af lagre (rivarer, Brdipvares B)Y oo e =3 =
. 4y Kab af varer til videresalg (handelsvarer)®
— S m al I p rl nt 4k Kab af rivarer, h|=lpematerialer og emballage {ekski kob of anergi, i punkt 51

5 Kab af energi (&l varme og produktion, undtogen brandstaf til registrerede matarkarecajes) ...

. . &  Keb af underentrepriser of lenarbejde {kun ikke-onsatte)® ...

—_ d Iffl C u It to e nte r d ata 7 Omkosminger wl husleje (ekskl, varme, Omfarter kun wdgifter { lojefoshoid) ..
8 Ombcsminger il anskaffelse af sdinvertaridriftsmidler med kors levatid® .

¥ Omkcswinger of leje af arbejdskraft fra andec firma [fi wharburesuf®

— n O g u i d e as to Wh IC h :Iil Ombkostninger dl langridsleje og operasions! leasing® ...

Tab pii debitorer (konstoterede tob samt @ndrieg | henspreloe o imadegdeles af 1ab) .

12 Bksterne omkostninger | evrige (bovtset fra poster of sekunder koraktar)®

fi g u res S h O u I d b e 13 Leaninger of gager {refusioner fratrakkes ikke, men anferes under punke 2P% ... .
14 Pangionsomkostiinger™ e ——-——.— -
15 And kosmi ul godial slk

added or subtracted sttt s
17 Medskriviing af emsemingsaktiver bortset fra finansielle omszmingsakuver® ... ...
18 Sekundmre omkostninger?

o Separate guide R P —

Finansiella poster

0 Indemgrer af kapitalandele, 7 punkt 40, (negotive belab bedes anfort under punkt 24)% .

- n Ot easy to CO n n eCt 21 Udbyte | evrigt af finansielle anbzgsaktiver, jf bunke 40 _.......... —_— .

1% Renteindizgrer ol af finansielle ankegsakuiver, jf punkt 39 og 41

| nfo rm atl on to th e :i E{zﬂﬂ:‘:ﬁ; :;Zlmsi:lﬁ?mw il punikt S0-56 v

25 Rentzomkosminger ol

relevant question Eiracranare poser
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Redesigned paper form

Vajledning

Eftar fradrag 3f prisnedsiag, marvanl- og punktatgtier.

Matirtaiar, lenningar m il forsdring af sgna bygringss og
maskinge.

Indtgtor, som Tkke angér den dntt, tx iejeindtmgter. Ao
P0G 535 03 S d P g otk h 7 ohov -

gt fra afendomens: dar kka ar M drift. Anghv tab harat | pke. 18

Lagartorskydnineg 3 rivarer og hjipematerisisr, sgnatremstiids
0g Indiatsta t or samEwarar undsr fromeiing.
Sarar 1 pict. 49 ufbime - prim.

Resultatopgerelse St ar amghest hokx

Ordinzzr drift for finansielle

'og ekstraordinEzre poster Al
1.000 Euro

13 Omsatring

for agen
Ui [ e

at skundar karakiar

3 Foregatsa ()
MorminGEkaED 1) 3t tagra 000

Fardigvansr ikl fra ‘toid. Fratrsk prisnedsiag,
kortantrabatier, mr?n"g Mnatag Tk rﬂm;ﬂl ‘der Samis at

Wirksomhodan, anghves | pict 48
Muadiag ambaliags, dor lkis ganbruges. Fratrak prsnodsiag,
odtgansiser, kontantrabatter, bons M. Nk fragt og told.
ke 3t onorg] 1 pict. 5.

Lu%:m: s, 0lis, gas og 1]
Fradram aaragrgah anargargifar. Medtag ke
brrstnt 11l registroreda motorkoratsjor, anghes | pikt 12
Lenusgttar t an dros bosrhajdning af rAmatorilor st
undarsntreptssr. Modtag ks porscnsr, der aflennss 3t
anden virksomhiad, anghies 1 ikt 3

Omfattar ko ungittar 8l isjoforhoid

Arskafiakar, der udgifshares fulds ud | kabadnet, s stk
afsirives.

Fersoner dar arbejder 1vinksomhaden, mon aflennes af an anden
wirksomhod, fx ot Vikarburaan.

Oparationa o wr hed cver ot 2kl 1 an parloda, udan
a8 vamsanthgma Terdals, som of forEimaat med ek gjon.
domsrat.

Konsitanst tab samt @ndring | hens@tiels Ol Imedegdeta aT &b

Frtransport med rlgmimwmn]_rnpaimrwgmng, uddan-
s, artojt), kacearter, olaton, raeor, tesliTng, rekizms,
= garejsar og ¢
Alia udgitter, herunder vedariag 11l bastyraka, farks, overtid,
mlm!; 1o undor sygdom og = graditat, boms og pmmnn m
refundarsda ﬂ:gpmguo-g otk | pick. 2.
bidrag f1l g ansat
onsordningar, finmal uningsr m. Samt
T s

jdsghwars bidrag 11 ATP, AER, BST act. Samt parsonak-
mnngm mmqr -, ArETTkad-, UkES- og

Al-og mdslr\.nl'\g 3 bygringar, Installaficnar = evvontar,
transport. 0g andet driftsmatensl. Samt ariwenat goodwlil, know.
P samt S akhureda Ldgiter t rafionalkaring og uoking.

Iedﬂﬂmhqu dar er unormala mihk starrosa nlwﬁnw(simld
I 5

)
struiciurmndring, fx fuskan. Anghs 1 Bkt 27.

Tabwed saig 34 driftsmidlor, udgit I arstatring samé driftsudgHter
1l sjendam, der udisjes. Udgit pé cmestringssjandom medtages,
Fvts sjendom Tk et primaer driftsakihiiet - indtogt anghes | it 2
PE 12418424343 -4B-5-6-7-8-9-10-11-12-13- 14
-15-86-17- 18

4 Keoat
Hlvidermsalg | ]

40 Kot 3t rivarar, hisipa-
materialer og smballags

5 Kabat 1 o, varma
i —"
6 Kanat
og lon 1 kks-ansatis

7 Omkostningar t4 hisi
Fier P

8 Omkostninger th snskaffalss
el —
med kot kwetid
3 Omkostninger 1 iga at
S ——
10 Omkostningar 1 langtidsiala
S —
11 Tab pd detitorar. Bt () bwis
Indtogt fra afskravat tab | .00a
overstig

12 Busteme
1mvmigt

13 Lenmingar, gager og
wvedorkig

5
lsocki diing

mnallnoghnmnmb

7 af
akihar bortict fra finansigla | 000
omsntringsak e

12 vgor

15 Af-og I

Resultatopgerelse ifortsat)
Fnansielle poster

20 Ingtmgtor 3t kapl

Vajladning

Owvarskud, udbytta og royalies fra tiknytiods og awodonds
Wirksomhoder, fx ajsrandeie. Mon Tkko rentabaranda Indisgtar,
som anghess | pit. 22 aiker 23. Negathve balod anghes | pkt 34

39} ng obilgationsr samt andr

58 pict. 50-53) :mt t vardgaphar, Lagitatandain

6, rvce wamrdlen permanent antages 3t vars e
end muﬁm allar kostprisen. Roducant med den systomatisbs

atkrhming cwar an svantuel bograsot kvalid.

PRE 19430471472 433- 3 -255 36 - 37

Skataf e ey
1Tk hwmwmmmﬂfimﬂhl.sﬁundﬂ!
k@ sjendomsat og vBgatgife Anghes | (i

Eidcke udbytts der or udbetalt alier dexlarsrat.

|.mn-
21 Udbytin | ewrigt 3t finreloll Uyt fra fx.akikr.
sep— ],
12 Rentolnetgior oiign. af aar (s
finanzaila anla;ag;m |m Vrisgirot (s pkt £
73 Renteindtagiar oiign. af
g |m ogmmunmngumm
28 Nedserivriing af finanskiia
SRS o ]
k3 engn
I.cm-
EkstraordinEre poster
® Indtngter
I.m
w gar
|.m
28 Arots rasuiat for skat af
eodinzrt o skstraordingrt 000
resRat
= =t ordinart
©og skstracrdinart resuitat Im
PEL 15 M
30 Arots resuttat PR 2829
—
Resultatanvendelse
31 Komalbderng,
s ovarsamal 11l (+) oller 000
13 i) egenkapitaien
3z W udbetaling t1
Ind ogmn!]mmg 000

il ancisishavans

Talboksenes farve fortaeller dig, hvordan tallet pavirker resultatet:

T —
I T Ter—
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Improvements to the paper form

Layout with plenty Resultatopgerelse s o anguet1 has

ordin==r drift fer finansielle

Of Space to enter og ekstraordinzre poster :ﬁ :]::hn-h_
numbers I3 Omsatring S -
I ﬁnﬁmﬁﬂ -
: :.:m:‘:umhui r - D00
Only necessary = =Z=55 . -
texts PR— N
&0 Kob af révarer, hjsipa-
matarialar o emballage 000
5 g!?ulﬂ:;ﬂu th al, wvarma a0
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Placement of instructions

Help teXtS are Wajledning Resultatopgorelse Emian ar angret 1 hake

Ordinzer drift fer finansielle 0 7S

og ekstraordinzre poster 1.000 Danske kr.
laced on the rawn
Eftar fradrag 2 prisnedsiag, marvardl- o punkiafgiftor 13 Omsmtning I |
R
S al I l e a e > Talar, lenminger me. Hil ix forbedring af egna bygnimger og 18 Arbajds udfert for agen
maskiner. rﬂ"r-gug opfart undar I | JDa
El r
beside the e e et e A e R | 00
=gt fra afendomme dor ke ar primEr dritt. Anghe tab haraf | pit. 18
orskydning af révarar og hlEipamateriler, egnafremsilkds 3 Fomegabs (s

hﬂuhte1=rd‘lﬁ:ﬁ'nr=n'rtwrnrundﬂ framstlifineg. Mormincskalsa i) af lagra R in]

relevant fields e e e E

prisnadsiag, godty e
kortantrabatior, borus me. Modtag Tke fardigdele, der sambes af

| | 000
wirksomhedan, anghves 1 pict. &0,
Madtag embaliags, der lkks genbruges. Fratrsk prisnedsiag, & Kob ot riverer, hjmipe-
pdtgerciser, kontantrabatber, Bonus ma inkl fragt og told. materizlor g emballage I | i
kab af energl 1 pict. 5.
le%'llﬂwl:'llﬂ ofls, gas og Tlermwarma. 5 Kabad 1 al, varma
F o h.:dﬁgﬂ:mnﬂgn:ln anarglaigifter. Mediag kka o produ I | 1)
brandstod 1l reglstrorsda motorkeraisfor, anghaes | pki 12
Lenudkgiior th andres baarb<sidning af ramatarake st & Kol 3t underantropriser
underentrepriser. Madtag ks parsonsr, der aflennas a1 og len i kks-ansatia I | 00
amden virksomhed, anghes 1 pit 9
Omtatter loun wdgifior 11l isjeforhoid. T Omkostninger ti husloje
eickl varma I | K]
Arekatokar, der udgifisfares Tuldt ud 1 kebsdref, dve. sirakes- B Omkosininger tl arekaffales
atskrives. af sma-Imeantassdritmidian | 00
mad kort kaeaid

STATISTICS

DENMARK




Improvements to the paper form

Colour codes are used tO  Resultatopgorelse s e znguen 1 nos

ordinzer drift for finznsielle AT

Indicate addition or ogekstraoniinzre poster 0% Artate
subtraction fields: = o —
Blue — addition " i o ot e 000
Red — subtraction 2 nir ot .

— add or subtract —

fonmindskalsa §-) 3f Lagra [0
.000 clearly indicates the = o
u n |tS martarizlor o emballage 000
g prom e | 000
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Flow In forms

C I e ar Iy I I I a.r ke d Organisatorisk innovation: Nye organisationsformer
* Indferelse af nye eller vaesentligt andrede metoder til organisering af arbejdspladsen,

se Ctl ons w | t h S p ec I fl C forretningsgange, videnstyring eller eksterne relationer.

* Medtag: Nye organiseringer der er indfert efter en strategisk ledelsesbeslutning.

h e I p teXtS * Medtag ikke: Nye organiseringer der primaert skyldes fusion eller overtagelse.

7. Indforte virksomheden i 2008 - 2010 nye metoder
til organisering af ... Ja Nej Seet ét kryds
= i hver linje
- forretningsgange eller procedurer .............ccooeeeeenen.
fx kvalitetsstyring, resultatstyring, videnstyring, lean,
reorganisering, forsyningskaedeledelse mv.

Make sure the user mmvd ey L et

fx decentralisering, job-rotation, teamwork, sammenlagning
eller opdeling af afdelinger mv.

knOWS Wh ICh -:ﬁét;j::;:j:i::::{é:{;ﬁsi;é}fij;ii{éi{e';%'r;é.' """""""""""""" —
guestion to go to next

underleveranderer mv.

’If no to all: Go to page 8”
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Testing the form

« Usability testing Is easy and gets
quick results
* Expert review of the form

* Test with more users (five Is
usually enough)

* Test with people who actually fill
out the forms

* Test early and often
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Thank you for your attention

Ashu Conrad - smc@dst.dk
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