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I. Introduction  

1.    In recent years there has been a significant increase in the Central Bureau of Statistics' scope of 
activities, which has been expressed in two main areas: An increase in the number of surveys conducted 
by the CBS and an increase in the number of administrative files received by the CBS.  

2.    The increase in the number of administrative files received by the CBS has not resulted in a decrease 
in the traditional use of interviewers. The opposite is true; the number of interviewers employed by the 
CBS has doubled and today numbers about 450. Such a large amount of interviewers introduces the need 
to use relatively new methods and means to obtain data, alongside the need to make more efficient use of 
administrative files.  

3.    In light of this, the CBS has decided to increase the efficiency of the data collecting process and to 
cut costs by expanding the role of the Internet in conducting surveys and by more efficiently using 
administrative files.  This paper presents the difficulties that we have faced or will face in the process of 
implementation.  

II. Conducting Surveys on the Internet 

4.    We have examined the issue of responding over the Internet for a number of years. In all the trials we 
made, the response rate was very low, even among populations whose professional education and skills 
led us to believe there would be a high rate of online response. As a result, the question was raised each 
time as to whether or not it is appropriate at the present time to develop an online response procedure. 
Those opposed claimed that the costs of development were too high and not worthwhile in terms of the 
low percentage of response, and the matter was nearly abandoned.  

5.    Due to the increase in the extent of the CBS's activities, the topic was re-examined and it was 
decided at the beginning of last year to develop an online response process. We decided to first examine 
online response in three surveys:  (a) Business Trends Survey – The questionnaire is directed at company 
managers; (b) Higher Education Survey – The questionnaire is directed at students in their second year of 
studies; (c) Consumer Confidence Survey – The survey is based on a sample from the Social Survey of 
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the previous year. Results in relation to this survey will be known only in another year since at this time 
we are at the stage of collecting email addresses of the sampled persons (in the current Social Survey) for 
the sake of the Consumer Confidence Survey that will begin in March, 2014.  

A. Survey methods and response rates  

6.    Due to the limitations of information security, the following operating methodology was accepted: A 
letter was sent by mail to each sampled person, in which, a user name and password was provided. Each 
sampled person needed to enter the CBS website with the user name and password provided in the letter.  

7.    In the Business Trends Survey we began to use the online method in January 2013. The result was a 
response rate of only 7% out of a sample of about 1,200, which, by all accounts, was a very low 
percentage.   

8.    In the Higher Education Survey we carried out a trial to examine online response. The expectation 
was for a higher rate of response, since the survey involves students, a population that heavily uses email 
and the Internet. A combined operating method was used for the survey: The questionnaire was filled out 
by the respondent (self-administered) either by mail or online, and completed by telephone interview. It 
was decided in this survey to run an experiment that would examine the response rate according to the 
enumeration method, and the sampled persons were split into groups accordingly.  

9.    The survey was divided into two main groups: Second year students in universities and colleges – 
9,300 and second year students in colleges of education – 1,000. Each group was divided into three 
additional sub-groups, as follows: Response only by paper questionnaire; Response only by online 
questionnaire; Choice between responding by paper questionnaire or online questionnaire  

10.    Mail delivery was divided into 6 groups (see a summary of the results in the table below): 
(a)  Universities, mail only: Includes universities and academic colleges to which only paper 
questionnaires were mailed to be self-administered.   
(b)  Universities, Internet only: Includes universities and academic colleges, asked to fill out a 
questionnaire online only, including internet passwords.  
(c)  Universities, mail or Internet: A choice between filling out the questionnaire online (passwords 
were included in the letter) and a paper questionnaire for self-administration (which was sent together 
with the introductory letter).  
(d)  Colleges of education, mail only: self-administered paper questionnaires only were sent. 
(e)  Colleges of education, Internet only: Includes colleges of education, asked to fill out a 
questionnaire online only, including internet passwords.  
(f)  Colleges of education, mail or Internet: A choice between filling out the questionnaire online 
(passwords were included in the letter) and a paper questionnaire for self-administration (which was 
sent together with the introductory letter).  

11.    The results presented below are divided into the different experimental groups, and by the method 
eventually selected by each sampled person to fill out the questionnaire, at the end of the process. The 
method that characterizes each experimental group was that which was initially offered to the sampled 
person. After several requests and reminders each non-respondent was asked to choose one of the three 
possible methods at this stage: Telephone interview, Internet, or self-administered paper questionnaire. It 
can be seen, for example, that out of 3,100 sampled persons in universities assigned to fill a paper 
questionnaire by mail, 1,525 indeed completed the paper questionnaire, 41 filled it out online and 1,101 
responded by telephone. 
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Table 1: Enumeration Results by Experimental Array 

 Total 
sampled 
persons 

Mail Internet Telephone 
Total who 

were 
enumerated 

n % n % n % n % 
Universities, Mail only 3100 1525 49 41 1 1101 36 2667 86 

Universities, Internet only 3100 107 3 1379 45 1206 39 2692 87 

Universities, Mail and Internet 3100 680 22 906 29 1067 35 2653 86 

Colleges of education, Mail only 334 121 37 4 1 141 43 266 82 

Colleges of education, Internet 
only 

333 12 4 108 33 146 45 266 82 

Colleges of education, Mail and 
Internet 

333 77 23 64 19 124 37 265 82 

 

B. Solutions suggested and their implementation    

12.    In the Business Trends Survey, the response by Internet was low, as previously mentioned. In the 
Higher Education Survey, the response by Internet was higher when no other possibility of response was 
provided. Nevertheless, it is apparent that a higher percentage responded by CATI (computer-assisted 
telephone interviewing) or by mail. The immediate question is: Why is the online response rate low even 
among a population in which the percentage would be expected to be higher? We raised a number of 
options: (a) the method of response is not user-friendly - Sending a letter with passwords separate from 
the online questionnaire is inconvenient and not easy to use. (b) Information security concerns. (c) 
Technological problems on the computers of the sampled persons. 

13.    Upon examining these issues we decided to solve the problem of responding online not being user-
friendly. The idea was to send an email with an icon that would enable opening and filling out the 
questionnaire by clicking on the link. The difficulty in implementing this method involved information 
security. Also, how would we know if the respondent was the sampled person? However, why is this 
different than sending a questionnaire in the mail - do we know for certain who replied? The answer is 
no. This same argument can be said even in regard to CATI. Are we sure that the person answering the 
phone is the sampled person? These arguments softened our information security personnel, but it was 
clear we needed to find an efficient and elegant solution. 

14.    The solution lies in not just sending a letter with passwords but rather by sending a link to the 
online questionnaire via e-mail to each sampled person. Every questionnaire opened would have a 
number for the sampled person or business. (The number is provided by the CBS and the person 
reporting the information does not see it). This method would solve the problems of user-friendliness and 
ease.  

15.    We started testing this method in the Business Trends Survey in March 2013 and the number of 
respondents increased from 80 in February 2013 to 160 in March 2013, about 14% of the sample. This 
method also enables us to send weekly reminders to those who did not respond. Reminders generated 
responses over the Internet and by fax. The interesting point was that the response rate by fax increased. 
The sampled persons printed the questionnaire from the Internet and sent it in by fax. 

16.    We decided to examine the motives and reasons why people did not respond by the Internet by 
contacting those people. The test was conducted using the questionnaire asked over the CATI system. We 
added the question: Why didn't you respond online? The following options were provided in answer: 

(a) Not interested, I wish to continue to respond by fax or telephone. 
(b) No email address. 
(c) Installation and operation problems. 
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(d) Cannot answer because of information security issues. 
(e) Another. 

17.    The Test Results were as follows: 25% of respondents among those who did not respond by Internet 
said they are interested in answering as they have until now, by fax or telephone. An additional 25% 
indicated that because of information security issues in their organization they can not answer by Internet. 
A few percent responded that they have no email address. Additional percentages responded that they 
have problems in installation on their computers. Others gave an evasive answer and said that they would 
respond next month. 

18.    Additional Points for Consideration: Sending a reminder (for a response) every four days was found 
to be very effective; the larger the company, the greater the chances for an online response; the industry 
with the highest rate of response was the manufacturing industry. Those who responded online were 
mainly Deputy CEOs or CFOs.  The conclusion we reached from these responses is that we need to train 
the sampled persons in the process of responding via the Internet, and help them assimilate this process. 
In a survey in which the sampled persons are asked to respond each month, we could carry out this 
process of assimilation and training. 

19.   As a result, in April reached an approximately 25% response rate using the Internet. The total 
gradual increase was 7% in February, 14% in March and about 25% in April. These results demonstrated 
the need to implement a user-friendly system, particularly for those respondents who are sampled only 
once and not every month. For those who respond each month, we added a process of guidance for the 
interviewers as to how to convince and explain to the sampled persons about the importance on 
responding online. The explanation included: An explanation that the process is user-friendly. To those 
who encountered technical problems it was explained how they can receive support and assistance. To 
those who responded by fax, it was explained the importance of a transition to a 'green' paperless 
environment. The interviewers spoke with the sampled persons who responded by fax about the way they 
opened the questionnaire. It turned out that some of the sampled persons simply did not read the 
instructions; they printed the questionnaire and sent it by fax. The interviewers emphasized the high level 
of information security in the CBS. 

20.    In April 2013, further action was taken to increase online response. Printing the questionnaire and 
return by fax was prevented after the second reminder was sent. This action was also fruitful because we 
did not receive any more questionnaires by fax. 

III. Increased Use of Administrative Files 

21.    In recent years, the CBS has received dozens of administrative files and is prepared to use them. 
The problems found in the various files were: (a) each file had a different structure; (b) each file had a 
different technology - different applications were used by each information provider; (c) each file was 
obtained separately and would be delivered to a specific person who had responsibility for it, who would 
then use the file according to his own understanding; (d) There was no uniformity among the files and 
there were no shared definitions. 

22.    It was decided to develop one uniform system for all files received in the field of education. The 
requirements defined for the system were as follows:  

(a) Organization-wide system capable of receiving, improving, maintaining and retrieving data. 
(b) Metadata definition for the various files. 
(c) Processing files by defined standards and in a documented manner. 
(d) Improving information security.  
(e) The ability to produce integrated products. 
(f) Continuous absorption of files. 

23.    A file characterization phase was carried out for the sake of implementing the criteria; a list of 
standard variables and dictionaries was built for each file, as well as definitions for each variable. This 
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system, which began operation in the field of educational statistics, has proven itself and in light of this 
we decided that the system will serve the majority of files received by the CBS. The main objective was 
to create a uniform standard for all the different files. In the case that a number of sub-files arrive which 
should be part of a complete and unified file, the system should be able to deal with this. In building the 
system, the question arose as to who is the expert in regards to the file and what is his part in the system. 
At the present, each file has an expert who best knows the file. This expert performs the statistical 
processing and is responsible for the production of the statistical product. It was decided that the role of 
the expert will not change but he will have to use the framework and standards defined by the system. 

24.    In conclusion we can say such a system is intended to be a CBS generic system and it will bring 
improvement and standardization of work processes, strengthen information security, and bring a better 
utilization of existing information in the CBS. Utilizing it may also lead to a reduction in the number of 
questions in various surveys. 

IV. Summary 

25.    The increasing use of the Internet and administrative files will reduce the number of interviewers, 
reduce the burden of response, improve data quality, reduce the load on managers at various levels, and 
make more time available to improve the supervisory system on work processes. 

26.    To reach a high rate of response online one must create a user-friendly response environment, 
which means an easy entry to the questionnaire. With surveys that repeat themselves each month, the 
response rate is seen to increase through the process of assimilation, explanation and persuasion of the 
sampled person. This highlights the importance of an especially user-friendly environment for one-time 
surveys. 

27.    Given the success we have seen in the Business Trends Survey, we started laying the groundwork to 
reach the point where the response will be through the Internet for a large portion of the surveys.  

28.    The next test of this will be the Higher Education Survey, in which the sampled persons are 
students. We think that a user-friendly response environment will bring a very high online response rate 
in this population.  
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