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Background

• The Electoral Registration Officer has a legal duty to undertake a 
canvass (each year, between 1 July and 30 November) of all 
households and to publish a revised Register of Electors by 1 
December.  

• The purpose of the canvass is to request that households check 
the list of those registered at the address and to either confirm 
that the information is correct or to provide an update.



Background

• Historically the canvass involved sending a form to every residential property 
in the district and this was then followed by a series of reminders and personal 
visits. 

• The canvass changed in 2020 to streamline the process for those households 
where the ERO believes there has not been a change to household 
composition. To assist this, there is a separate data matching stage prior to 
any communication with residential properties. 

• The Electoral Services Team completes a data matching exercise of the 
electoral register with national DWP data and local datasets such as council 
tax and Adult Social Care data. The purpose of this step is to check the 
household electorate with other datasets to allocate properties to two different 
canvass approaches



Canvass process and comms

- Route 1, ‘reduced canvass’ for 
properties where the data suggests 
there is no change in the 
household;

- Route 2, ‘full canvass’ for properties 
where the data highlights there 
could be a change to the 
information held for the property 
i.e. the person on the register no 
longer lives at the address;

- Route 3, separate process for 
properties where people live but do 
not form a single household i.e.
care homes, student 
accommodation and military bases.



Canvass process and comms

E-comms: Email or SMS communication where 
contact information held

Post route 1 form to properties that did not 
respond to e-comms or where contact 

information was not held for the property
Cycle completed – no further action

Route 1 Matched Properties

Route 2 Matched Properties

Post route 2 form to all 
Route 2 properties

E-comms: Email or SMS 
communication where 

contact information held

Send 2nd Canvass Form to 
all outstanding 

properties

Personal contact via mobile 
canvassers at outstanding 

properties

Cycle completed- no 
further action

Identify responsible 
person for the property 

and explain their role

Send canvass forms to 
the responsible person 

for the property

Personal contact via 
email or telephone 

Personal contact via Electoral 
Services Team at outstanding 

properties

Cycle completed –
continue to engage with 

responsible person 
throughout the year

Route 3 – pre-defined properties 



Route 1 and 2 - Email 
contact

• Email/SMS communication must be 
responded to. If no response is received 
then a form will be sent in the post.

• Emails to electors are always sent from 
elections@westsuffolk.gov.uk and they 
are addressed to the name of the elector

• Emails are only sent to electors that 
were ‘matched’ at the data matching 
stage i.e. we believe that they still live 
at the address. 

• The email contains a link to the 
household response website where the 
contacted person enters the property 
postcode (which is not included on the 
email) and the 2 security codes that are 
specific to their property.

mailto:elections@westsuffolk.gov.uk


Route 1 and 2 - SMS contact

• Email/SMS must be responded to. If no response is 
received then a form will be sent in the post.

• Sent from Elections

• Addressed to the name of the elector

• Emails only sent to electors that ‘matched’ at the data 
matching stage

• Contain a link to the household response website where 
the contacted person enters the property postcode (not 
included on the email) and the 2 security codes that are 
specific to their property.



Route 1 form - CCA

• Route 1 properties will receive a CCA 
communication advising them to 
check the information and respond if 
there are changes to make. The 
posted form only needs to be 
responded to if there are any 
changes. 

• Form is prescribed by law and is 
addressed to the occupier

• Only sent to route 1 properties (i.e. 
all electors matched)

• Contain a link to the household 
response website where the contacted 
person enters the property postcode 
and the 2 security codes that are 
specific to their property.



Route 2 form - CCB

• Route 2 properties will receive a CCB communication in 
the post. 

• Form is prescribed by law and is addressed to the 
occupier.

• The customer can respond online to update the 
information for their household. If nothing has changed 
and the information on the form is correct then one of 
the following automated response methods can be 
used:

• Online - at www.householdresponse.com/westsuffolk

• Phone – call the household response number (detailed on 
the form) 

• Text (SMS) – text NOCHANGE followed by the security 

code to 80212 (detailed on the form). 

• Customer Services - If a customer contacts Customer 
Services to report a no change, then the CS Agent will be 
able to action this. 



Route 2 form - CCB
• A leaflet will be enclosed with 

the form to Route 2 properties 
advising them how to respond

• Route 2 properties must 
respond. If they do not respond 
then they will be sent reminders 
by email/SMS (where contact 
information is held).

• If a response is not received 
then a 2nd form will be sent 
which is a Canvass Form and 
allows for amendments to be 
made in writing and the form to 
be returned in a pre-paid 
envelope.

• If a response is still outstanding 
then personal contact will be 
made via mobile canvassers.



Route 2 form – canvass 
form

• Route 2 properties that do no respond to the CCB of email/SMS communication will be 
sent a canvass form in the post. 

• Form is prescribed by law and is addressed to the occupier.

• The customer can complete and return the form using the pre-paid envelope provided 
or respond online to update the information for their household. If nothing has 
changed and the information on the form is correct then one of the following 
automated response methods can be used:

• Online - at www.householdresponse.com/westsuffolk

• Phone – call the household response number (detailed on the form) 

• Text (SMS) – text NOCHANGE followed by the security code to 80212 (detailed on the 

form). 

• Customer Services - If a customer contacts Customer Services to report a no change, then 
the CS Agent will be able to action this. 



Route 2 form – canvass 
form



Route 2 – personal visits

• Route 2 properties that do no 
respond to the CCB, email/SMS or 
canvass form communication will 
receive 1 personal visit from a 
trained canvasser to encourage a 
response.

• The canvassers use electronic 
devices to record and store the 
information from the property and if 
there is no answer then they will 
leave a calling card advising why the 
visit was made and steps to take. 



Route 3

• Route 3 properties are properties where people live but do not form a single household 
i.e. care homes, student accommodation and military bases.

• HMOs could also be treated as Route 3 properties but the West Suffolk approach is to 
treat the individual rooms of HMOs as individual households. As a result HMOs are sent 
through the route 1 and 2 process.

• The approach at Route 3 properties is to identify a responsible person (i.e. care home 
manager) to be the contact and to update on residents who have moved in or out 
during the year. This applies to both the canvass and registration all year round.

• Route 3 properties do not go through the data matching exercise. Canvass forms are 
sent to the responsible person to request an update. If no response is received then 
telephone canvassing and personal visits are carried out. 



Key dates – routes 1 and 2

• Data matching

• Data matching with DWP data – 5 July

• Local data matching with C/Tax and Adult Social Care data – 7 July

• Manual data matching of no-match electors to identify those that didn’t match due to typos, variants in 
spelling etc – 10 July

• Route 1 properties

• SMS/Email communication – w/c 24 July

• Reminder SMS/Email communication – w/c 7 August

• CCA form postal despatch where email/SMS not held or did not respond to e-comms – 11 September 

• No further communication for route 1 properties 

• Route 2 properties 

• CCB forms postal despatch – 7 August

• SMS/Email reminders (where details held) – w/c 21 August

• Canvass form (CF) postal despatch to non-responding properties – 11 September

• Personal visits – 9 October to 10 November

• Publication

• The updated Electoral Register will be published on 1 December 2023 and distributed to those that have 
requested to receive it. 



Raising awareness

• Briefing pack shared with members, LT and partner organisations, such as parish and 
town councils, that may be able to assist with sharing the messages

• Briefing pack also shared with Police and Trading Standards and they are also notified 
when personal visits begin. 

• Web content is linked to on all canvass material and communication messages: 
www.westsuffolk.gov.uk/canvass

• Customer Service are able to respond to FAQs and can assist customers that want to 
respond by telephone

• Press release is issued prior to 1st stage of communication with households and 2nd

release to encourage responses prior to canvasser visits

• Social media posts throughout the canvass, especially at times of e-comms activity to 
reassure those that receive emails/SMS contact

http://www.westsuffolk.gov.uk/canvass


Contacts

• Customer Services operates a helpline for Electoral Services on 01284 757131 
answering queries and assisting electors as the first point of contact.

• The Electoral Services Team is available to answer any queries from customers which 
cannot be answered by Customer Services. Please email elections@westsuffolk.gov.uk
and the query will be logged for an appropriate person to respond. 

• For further information and guidance please contact Ben Smith, Business Partner 
(Governance) on 01284 757101 or email ben.smith@westsuffolk.gov.uk

mailto:elections@westsuffolk.gov.uk
mailto:ben.smith@westsuffolk.gov.uk
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