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The Digital Divide: Increasing Access to the 
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Moderator: Dr. Bryna Helfer, Assistant County Manager, Arlington County

Stephen Buckner, Assistant Director for Marketing, Digital, and Strategic Communications,         
U.S. Census Bureau
Dr. Daisy Le, Visiting Assistant Research Professor, George Washington University School of Nursing
Demaris Webster, Project Manager, 270 Strategies



2020CENSUS.GOV

CONFIDENCE 
How confident are you about the digital aspects of 

the 2020 Census?

NOT                                     Somewhat VERY
Confident                          Confident Confident
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COMFORT LEVEL

How comfortable are you with completing the 
2020 Census online?

NOT                                     Somewhat VERY
Comfortable Comfortable Comfortable
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TAKING THE CENSUS

If you were to complete the census today, 
which method would you use……

 online
by phone
paper form
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The Online Census and Digital 
Opportunities

June 6, 2019

Stephen L. Buckner, Assistant Director for Marketing, Digital, and Strategic Communications,
U.S. Census Bureau
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Shape Your Future
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ESTABLISH WHERE 
TO COUNT

MOTIVATE PEOPLE 
TO RESPOND

TABULATE DATA AND RELEASE 
CENSUS RESULTS

COUNT THE 
PEOPLE

The 2020 Census 
A complete and accurate count of the population and housing. 
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Modernizing the 2020 Census
Mobile First 
Create public-facing digital 
properties to meet users’ needs.

Data-Driven
Leverage customer insights to 
drive improvements.

Responding Online
For the first time, everyone will be able to 
respond online, by phone, and by mail.  
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• Respond online, by phone, or by mail.
• Optimized for mobile devices.
• Online and phone response available in 

13 languages.
• Print and video language guides in 59 

non-English languages.
• American Sign Language video guide.
• Print guides in braille and large print.

Making It Easy to Respond
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Your Data Are Safe and Secure
• From the moment you submit your information, it is 

encrypted, safe, and secure.

• We work with the federal intelligence community and industry 
experts to make sure we follow best practices to protect our 
networks from external threats and to ensure data are secure 
inside our network. 

• Advanced ability to continually identify, protect, detect, 
respond, and recover from possible cyber threats.

• Continuously improving our security posture.

• We release data products that cannot identify you.
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Responses are Confidential, Safe, and Secure.

• Answers cannot be used against you in any way.

• Responses to the 2020 Census protected by federal law.

• All Census Bureau staff take a lifetime oath to protect your 
personal information. Violations result in a penalty of up to 
$250,000 and/or 5 years in prison.

There are no exceptions.

• The law (Title 13) requires the Census Bureau to keep everyone’s 
information confidential. By law, your responses cannot be used 
against you by any government agency or court in any way. 

We will never ask for:

• Your full social security number.

• Your bank or credit card account numbers.

• Money or donations.

• Anything on behalf of a political party.
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Every household can choose to respond online, by phone, by mail, or in person. 

95% of households will receive their 
census invitation in the mail.

Almost 5% of households will receive 
their census invitation when a census taker 
drops it off. In these areas, the majority of 
households may not receive mail at their 
home’s physical location (like households 
that use post office boxes or areas recently 
affected by natural disasters). 

Less than 1% of households will be counted in person by a 
census taker instead of being invited to respond on their own. We 
do this in very remote areas like parts of northern Maine, remote 
Alaska, and in select American Indian areas that ask to be counted 
in person. 

How Can You Respond?



2020CENSUS.GOV14

• 2020 Census invitations start arriving 
March 12, 2020.

• People who live in areas with low 
Internet connectivity will receive a paper 
questionnaire in their first mailing.

• You will get up to four additional mailings 
if you haven’t responded.

• If you haven’t already responded, you 
will receive a paper questionnaire 
starting on April 8.

• You can choose to respond online, by 
phone, or by mail.

When Can You Respond?
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Bilingual Mailings

Spanish online questionnaire

Spanish phone support and response

15

Census tracts with 20% or more 
who need Spanish assistance

Census tracts with less than 20% who 
need Spanish assistance 

Bilingual English/Spanish mailings for 
entire census tract (bilingual questionnaires 
up front or in the fourth mailing)

English mailings that include a Spanish 
phrase inviting you to respond online or 
via direct toll-free line in Spanish
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The Census Bureau hand delivers the 2020 Census 
form to areas where:

• The majority of homes do not have mail 
delivered to the physical location of the address.

• Recent natural disasters, such as a hurricane or 
forest fire, have occurred.

• Online and phone response always available 
regardless of your circumstance.

11

What If I Don’t Have a Mailbox?
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Households That Don’t Respond
• If a household hasn’t responded by mid-May, 

census takers will follow up with an in-person visit.

• If no one is at home, we will leave a note 
encouraging the household to respond.

• Census takers will make at least six visits to get a
response in most cases.

• We have to get everyone’s response by mid-July.
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Responsive Design 
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Engaging Content 

20
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A Personalized Experience
• A/B testing 

• Personalization

• Recommendations

3 2 7

3 2 7

3 2 7
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Thank you.

Get involved in your community today.
@uscensusbureau |  #2020Census
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Using Digital Tools to Reach our
Communities
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DIGITAL PLATFORMS 
Which digital platform(s) are your primary 
channels for reaching your constituents?

Websites
 Facebook
 Instagram
 Twitter
What’s App
Other
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YOU and Digital Platforms
How comfortable are YOU with using digital 

platforms?

NOT                                     Somewhat VERY
Comfortable Comfortable Comfortable 
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Digital Platforms and your Organization

How comfortable is your ORGANIZATION with using digital 
platforms?

NOT                              Somewhat VERY
Comfortable Comfortable Comfortable 
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Digital Platforms and Stakeholders

How comfortable do you believe your stakeholders 
are with digital platforms?

NOT                                   Somewhat VERY
Comfortable Comfortable Comfortable _
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CONFIDENCE 
How confident are you about the digital aspects of 

the 2020 Census?

NOT                                     Somewhat VERY
Confident                          Confident Confident
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COMFORT LEVEL

How comfortable are you with completing the 
2020 Census online?

NOT                                     Somewhat VERY
Comfortable Comfortable Comfortable
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TAKING THE CENSUS

If you were to complete the census today, 
which method would you use……

 online
by phone
paper form
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Thank you.

Get involved in your community today.
@uscensusbureau |  #2020Census
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