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Abstract

The implementation of Inbound and Outbound Contact Center service has been realized in Istat in
order to better tackle the needs of businesses enterprises involved in statistical surveys. This
represents one of the main innovations in the process of data collection centralization, realized by
Istat in the last two years.

First step was to build a single entry point for businesses enterprises in order to access the data
collections systems actives for each survey in which they are involved.

In order to support respondent units on access modality and functionality of the data acquisition
system a unique green number has been activated and outsourced. The service deals with two
different channels, a synchronous (telephone contacts) and an asynchronous (email system and web
form) ones.

As regards requests for assistance on the characteristics of the survey, on the specific content of the
questionnaire, and on the data collection technique a recurrent part is managed by the Contact
center directly, through an organized FAQ system. The more specific and complex questions are
forwarded to the specific Istat experts through the shared tickets system that is an IT tool. The
specialization of the services garantees the standardization of the criteria adopted to treat specific
and general enquiries and cases.

The Outbound service is used close to the deadline of the data collection to remind to the units not
complying with the statistical fulfilment that are called to absolve. Main objectives are increasing the

response rate with particular attention to the ones that historically have been not satisfactory.
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The Outbound and Inbound functions are at the moment managed by two different societies,
nevertheless the flux of the generated information is integrated so that the respondent receives a
service of information and assistance that is uniformed and efficient.

The paper will present more in detail the organization of the two services, the information fluxes and
the results obtained in qualitative and quantitative terms.
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