[image: image1.png]=

Intemet user

&2

Interet software

Call center — Membership
software u Office software
Credit card =]
integrated workstations authprization 9 DPC and Membership Office
software workstations
Where necessary all Rome Ofice
g warkstations may access this

software in order to input, amend
1 workstation or cancel information directly
Where necessary all workstations within the database.

authorized to use the Cal Center LAN

may use this senice




        Annex 3

Use of the Radical Party Information System in the Rome Office 

The Radical Party Information System

General 

The new Radical Party information system is based on an initial underlying principal: centralization of the data file. The data contained in this file regard Radical Party sympathizers and supporters and must be as complete and as up-to-date as possible  in order to allow rapid and effective analysis of the contents of the file and thus the selection of specific targets for contacts (which may exploit various means of communication).

The new Radical Party information system may be easily scaled and updated according to future needs.

The new database will allow an integrated use of several data query systems:

· The client-server software (Contact Pro) used in the Call Center;

· The web technology-based software (intranet site) used in the Membership Office; 

· The web technology-based software (internet site) used for online consultation by authorized users.
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The creation of the new integrated system has required a great effort as far as resolving the problems of integration between various technologies is concerned. Moreover,  considerable work has gone into analyzing the needs of individual offices in such a way as to create a single unified model.

Particular attention has been paid to the retrieval of old data. 

Computerization of credit card authorization activities  - integrated into the “Nuovo Tesoro” database – is also progressing well.

Call Center software application 

The Call Center is an integrated voice-data system based on the Contact Pro client-server software for database marketing (produced by Sysman) and the ET Agent voice handling platform (supplied by ET Elettronica e Telecomunicazioni, partners of Telecom Italia). The Radical Party Call Center is able to handle both inbound (incoming calls on 06 6826 and 06 68444) and outbound (outgoing) telephone campaigns. Outgoing calls may be made either semi-automatically (whereby the call center operator decides when to make contact with persons assigned by the programme) or automatically (whereby the switchboard calls a list of telephone numbers and automatically sorts them directly to the first free operator).

The system uses two ISDN lines and is able to handle up to 60 simultaneous calls. At present 16 computer workstations are equipped with the software and are able to integrate data and voice inputs. Thus, operators are able to receive telephone communications in their headsets whilst visualizing the data relevant to the person contacted on the computer screen.  The Call Center is also equipped with several voice mail boxes (up to 8 of which may be used simultaneously) enabling the recording of calls during the night, at weekends and on bank holidays. 

The system can also be configured to implement telephone campaigns on behalf of third parties or to provide services other than collection of donations.

Over the last few years, the Call Center has collected a considerable number of donations whilst allowing the Radical Party to keep data relative to its Italian supporters up-to-date. 

Membership Office software application (Intranet site)

In operation since last year, the Membership Office software application is used by staff of both the Membership Office and the Data Processing Centre (DPC) in order to update, consult and generate reports and statistics regarding data contained in the “Tesoro” database.

Access to the software may be restricted according to the user profile of the user in question. Each user’s profile will be defined  according to the activities he or she performs. 

The Membership Office software may be used to input and update the personal details of Radical Party supporters, to input and update payment details and to generate various types of report including party printouts, reports on means of payment, surveys of supporters by age, reports on membership management, etc.. The application also allows the selection of data and the generation of relevant printouts or files which may be subsequently distributed to applicants. A special module allows address books or lists of members collected via Radical Party websites to be imported from external sources.

Only nine workstations are currently able to access the Membership Office software application, however the architecture of the application is designed in such a way as to allow easy expansion of the number of enabled workstations (within the Torre Argentina Office) and thus the satisfaction of any operating needs.

Internet application (Website)

The aim of the website is to make the data contained in the Tesoro database (currently only available on paper on the request of Membership Office and Data Processing Centre operators) available to a wider usership of members of political associations of the Radical Party via the Internet. Such a usership may include:

· Outlying offices; 

· Regional committees; 

· Internal and external office staff.

Due to the “sensitive” nature of the data contained in the file (personal details, economic data, details of political orientation, etc.), access to the application is only granted to “internal” and identified staff. No public use of the site is expected. 

Particular care has been taken regarding the security of the website:

· All use of the TesoroWeb application is protected by both an SSL (Secure Socket Layer) protocol - in such a way as to guarantee the security of the data transferred as far as the risks of interception and/or alteration are concerned - and authentication by the server of the remote client;

· User access to the Internet application is subject to verification of user ID by means of a user name and a password. Three failed attempts to access the software will result in the user being blocked. Only the system administrator is able to unblock any user to whom access has been denied. All access attempts are recorded in special log files.

· The website shall not have a domain name. Indeed, for security reasons, access to the application will only be possible via an IP address;

· The Data Server is part of the Call Center network and is thus physically separated from the Radical Party network upon which the Internet Web Server is housed. 

The main features of the “TesoroWeb” internet software application can be summarized as follows:

· Visualization of personal, economic and political data of political associations; 

· Sending of e-mails in text and html formats (for mailing lists, selections, from external files or from the whole address book);

· Production of donation summaries per each political association of the Radical Party;

· Analysis of Radical Party supporters of each political association;

· Processing of statistical analyses of the population of political associations included in the database through selection of criteria such as profession, age, means of payment, etc;

· Request for sending of lists of political associations selected via statistical analysis. 

Access to these functions will be granted according to user profile in such a way that each user is only able to access the information necessary for his/her activities.

Credit card authorization software application

The number of donations made via credit card has increased considerably over the last few years. Indeed, since the extraordinary subscription campaign of 1993 -  during which credit card payments were accepted for the first time - and the creation of the Call Center in 1996, this tool has become the main means of payment of donations to the Radical Party. 

The increase in the number of credit card donations has led made it necessary to identify new responsibilities and procedures relative to the management of credit card authorizations.

As a result of the activity of the Call Center a large number of credit card donations are collected every day. Such payments need to be authorized immediately or on certain established dates. The management of such high volumes of transactions – which include post-dated payments or payments in installments - as well as the handling of invalid or lost cards, the completion of relative accounting procedures and the retrieval of information (credit card numbers and other) can no longer be completed according to a semi-manual procedure, but rather must be entrusted to an entirely computerized system. 

Analysis of the credit card authorization system commenced with a verification of the activities performed by the members of staff responsible for credit card authorizations as well as a general analysis of the relevant information flows.

The proposed solution offers a (stand alone) software procedure and a set of (local) databases for storage of all data relative to promised credit card donations. The procedure will use the local database to store sensitive data relative to the credit card, while the Tesoro database shall be used for consultation of personal data. 

Once authorization has been granted, each day’s donations will be automatically input into the “Nuovo Tesoro” database without the need for manual data inputting by Membership Office operators.

Hardware Characteristics

The Radical Party’s network is composed of two subnetworks, the ‘Headquarters Lan’ and the ‘Call Center’ Lan.
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There follows a description of the Call Center Lan and its integration with the Headquarters Lan.

The ‘Call Center Lan’ is the environment in which the ‘Call Center’ and ‘Information System’ of the Radical Party are implemented. The Call Center network is an intranet, which is separated from the Radical Party’s network by a router. This enables communication towards data servers and web servers on the part of the stations connected to the Party network using a given login to which a specific route is assigned, while communication in the reverse is not permitted. The Call Center network, therefore, is not currently enabled for internet access and has no external connection.

The ‘Call Center’ comprises a voice-data integrated system, equipped with a client-server software for database marketing (Contact Pro) manufactured by Sysman, and a voice management platform (ET Agent) supplied by Telecom Italia partners ET Elettronica e Telecomunicazioni.

The ‘Information System’ comprises the Radical Party’s data bank (Tesoro) and management application (TesoroWeb). The database is built on a MS QSL 7.0 platform, while its basic management software is based on a web interface (in ASP, HTML and Javascript) specially designed for the Radical Party by Telecom Italia partners I&T Informatica e Telecomunicazioni. 

The Call Center queries the Tesoro database directly, in the same way as the TesoroWeb application, thus allowing Call Center operators to directly contact Radical Party supporters by displaying all updated data in real time, as well as enabling them to update information directly during phone conversations. 
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Hardware Characteristics 

	Device
	Brand/Model
	Technical Specifications

	Telephone Exchange
	ET-Basic
	PABX with the capacity to manage up to two primary (ISDN) flows, with CTI, ACD and IVR functions (using a Pentium 133 PC connected to the system) ·


*ACD/PABX: telephone exchange with dynamic distribution of incoming and/or outgoing calls on the active stations or voice answer service;

*
IVR (Interactive Voice Response): comprises all those functionalities which enable to automatically manage telephone calls with Call Center clients. In particular, it manages the voicemail service for answers to calls;

*CTI: an interface which enables the interaction of the PABX/ACD with the telephone management software;

	PDC Server 
	Compaq 1200
	HW: Pentium II 233 Mhz Single Processor, 512 Mb RAM, 8 Gb Hard Disk 

SW: S.O. Windows NT 4.0

Server for call center network management 

	Data Server
	Compaq 2500 
	HW: Pentium III 866 Mhz Double Processor, 1 Gb RAM, 2 36.4 Gb Hard Disks 

SW: S.O. Windows NT 4.0, MS SQL 7.0, Call Center data management software, database management server on sql platform

	Intranet Web Server
	Compaq 1600
	HW: Pentium III 550 Mhz Double Processor, 256 Mb RAM, 8 Gb Hard Disk; 

SW: S.O. Windows NT 4.0, Web server IIS 4.0

Server for the management of the web platform of the new application for the management of the address book and integration with the call center

	Internet Web Server
	(Currently)

Desktop IBM
	Currently IBM PIII 800 PC;  512 Mb of Ram. 

	Router
	Cisco 2500
	-----

	Switch
	Allied Telesyn AT 8224 XL
	24 10/100 Mb ports 

	Workstation
	Assembled 
	HW: AMD K6-2 400 Mhz, 64 Mb RAM, Hard disk 6,4 Gb; 

SW: S.O. Windows 98 II edition (also MS Office 97on 6 PCs)

	UPS 1
	APC – Smart ups 2200
	-----

	UPS 2
	Braga-Moro UPS Pegaso
	-----


System Development
What has been achieved up to now has shown that it is possible to proceed in small steps in order to reach new, reliable operative standards, while at the same time guaranteeing the functionality of the systems in use. 

New functionalities are currently are being deployed in order to increase the avenues of contact with radical supporters, for example by adding modules to the ‘TesoroWeb’ application to enable it to send sms messages and faxes.

Starting from February 2003, these modules will enable the selection of targets of names  from the central archive on the basis of given criteria, such as, for example, geographic location, personal details (profession, date of birth, etc.), language spoken, tax status, belonging to groups etc., by using the internet application in the same way as occurs today for e-mail mailings. In addition it will be possible - always ensuring that privacy laws are respected and within the limits imposed by the application - to arrange mailings starting from lists from external sources.

The work carried out and the tools acquired enable us to begin to assess new scenarios in which to exploit the modern technologies which are currently or soon to be available. 

For example, the transformation which is currently underway in the call centers, from being prevalently telephone centres to multimedia centres with a growing number of interactions  via web-based communication channels, could provide new, more powerful communication tools for the Party:

· The ‘Web Call Center’ would allow those browsing a Radical Party web site to interact with a Party operator through Voice over IP or chat. This possibility is already being discussed with the main providers of the sector.

· The ‘Contact Center’ will provide a central tool for the management of information flows with supporters and members of various mailing lists using all possible means of communication, including faxes, sms messages, e-mail and telephone.
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This document constitutes an integral part of “The State of the Party” report.


