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Introduction
The ABS Australian Census, occurring every five 
years, is a major event with significance for all 
Australians. The Census provides valuable data to 
Government, giving insight into areas such as 
healthcare, employment, cost of living, population 
movement, services, and infrastructure to ensure 
policy decisions reflect the needs and interests of 
the nation.

Goal
In 2021 the public’s growing expectation of 
government services required an accessible and 
reliable online experience. To ensure the success of 
the 2021 online Census, the team at ABS focussed 
on ways to:

• improve user experience and encourage use of 
the online form.

• reduce load on ABS call centre.
• improve address data accuracy at point-of-

capture to reduce post-Census validation effort.
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The Brief
ABS identified that using an Address Auto 
Complete and Validation capability as part of the 
Census online self-service process would help 
them meet the needs of their users by providing a 
contemporary user experience and assist the ABS 
and users by ensuring a higher quality address was 
provided to ABS to improve fulfilment outcomes, 
reducing the likelihood of incomplete addresses.

The ABS required the service to be integrated into 
several Census self-service transactions. These 
self-service transactions enabled users to:

• request unique Census number/code,
• report "Not at Home,"
• request a physical form to be mailed, and
• login without a Census Number.

This would need to be achieved whilst meeting 
Census requirements in data currency, security  
and scalability while seamlessly integrating with 
ABS processes.

http://geoscape.com.au
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Geoscape Solution
To help the ABS achieve its goals, Geoscape 
provisioned and deployed a secure, tested, 
single-tenancy Address Auto-suggest API 
service in a sovereign AWS environment.

Geoscape partnered with PwC for the form 
integration and built a proof-of-concept for 
Census Readiness deployment, providing  
a service that could scale at a moment's  
notice with security safeguards in place in  
the case of a potential distributed denial of 
service (DDoS) event.

A dedicated team provided 24/7 support during 
Census week with team members on-site for 
three peak days around Census night.
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Geoscape Predictive API service, an 
address verification service that 
embeds in online forms.

The Predictive API helps with the 
autocompletion of the address field in 
the form, ensuring the address data 
stored in the system is structured and 
verified against official sources. It 
reduces the number of keystrokes 
required, speeding up form completion 
and reducing customer dropout.

With Geoscape Predictive API, you'll 
never collect a bad address again 
when customers select from a 
pre-populated and verified list.

Results
During Census, ABS typically employs a ground force 
of around 30,000 temporary staff to follow up with 
non-respondents. But with NSW, Victoria and other 
parts of the country in various stages of lockdown due 
to Covid19, this wasn't an easy task. Thus, the focus on 
self-service and online form submission increased.

Australians responded very positively to being able to 
self-serve online; for instance, advising they were ‘not at 
home’, or starting their online Census form without a 
letter from the ABS. This resulted in a high volume of 
users utilising the online self-service pathways and 
using the address auto-suggest feature, which doubled 
anticipated traffic to the Geoscape address service.

A core expectation of Australians is that when asked 
for their address, as they type, the service will auto-
suggest accurate and relevant addresses. The ABS 
were impressed by the Geoscape Predictive API 
service’s quality of prediction, and the accuracy and 
speed at which addresses were suggested to Census 
users, during peak Census loads. The API service 
formed part of cohesive Census experience which met 
the expectations of Australians and a large majority 
rated as positive.

About 700,000 self-service transactions were 
completed on Census night using Geoscape Predictive 
API service. The peak load of 690 service requests per 
second on the Census night created a new record for 
Geoscape.

While the API Service usage was more than double 
what had been anticipated, the Geoscape team was 
well prepared, and the service's performance was 
completely untroubled by higher-than-expected  
traffic load.

The self-service transactions, supported by our 
Address Auto Complete and Validation capability, 
contributed to a significantly decreased load on the call 
centre and reduced the call wait times to under 3min 
30sec on average. Additionally, with people preferring 
the self-service route, there was a reduction in paper-
form mailouts.
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The Numbers:

• Total number of completed Census 
forms 7.769 million

• Total number of self-service 
transactions completed using our 
services 1.907 million

• Total number of address suggestions 
15.2 million 

• Peak number of address suggestions 
per second 690

Poor quality data costs you time and 
money. There are about 60,000 address 
changes every three months in Australia. 
Keeping up to date can be a challenge. 
Geoscape Address APIs help to clean up 
the address database and verify customer 
identity and delivery location as you go. 
This eliminates the time spent manually 
correcting address errors, making it 
easier for customer service at the 
frontline to enter the correct address.

Why Geoscape
ABS has a long-standing association with 
Geoscape, with ABS using the foundational dataset 
of Geoscape. But there is more to why Geoscape 
delivered on the project.

Geoscape has a proven ability to manage at scale 
and build capacity while working closely with varied 
industry partners to create integrated solutions. 
The Census 2021 is a perfect example.

Geoscape address data is updated daily from 
official sources and having managed the national 
address file (G-NAF) for over 17 years, no one knows 
address service better than Geoscape.

Summary
• Address Auto Complete usage was double what 

had been anticipated, and its use contributed to a 
positive Census user experience for most 
Australians.

• Self-service, supported by Address Auto 
Complete, significantly contributing to reduced 
call wait times of below 3min 30sec.

• 700,000 self-service transactions were 
completed on Census night using our service.

• Geoscape API Service performance remains 
untroubled by the higher-than-expected  
traffic load.

• The peak load on Census night of 690 suggests 
per second – a new record for Geoscape.

• Due to people choosing to use the self-service 
routes, a reduction in paper form mailouts 
(estimated 2-3 million less).

• Tangible savings to ABS in terms of cost  
and effort.
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