
Linea Amica - Phase 2   
To improve interaction and strengthen the network of Contact Centers and 
Public Relation Offices 
 
Last February, the Ministry for Public Administration and Innovation has launched the service 
"Common Platform and integration between Public Administration Offices”, representing the 
second phase of Linea Amica project. This specific phase, realised by FORMEZ PA, is included 
within the national programs dealing with the necessity to strengthen the Network of Public 
Relation Offices, to propose solutions of shared collaborations, to provide technical support and 
technology transfer related to the innovations in the law sector (new CAD, SPC network, Law 
Decree 150/2009), and to boost new interconnections between the administrations in order to raise 
the standards of the services provided to the citizen. 
 
The Phase 2 is part of the activities already undertaken in 2008 and aimed at strengthening the Front 
Office services of the PA, raising the capacity to listen to the citizens' needs . The project is included 
in the initiatives dedicated to the gradual transition to a digital PA: diffusion and extension of the 
use of the PEC, introduction of on-line medical certificates, diffusion of communication on the 
possibility of enforcement of citizens' rights. The extension of the functional and operational 
support of Linea Amica Network is able to lead citizens towards innovation and monitor its 
implementation. 
 
The accessibility to the same services on Internet, the possibility of sharing questions and answers, 
the analysis of the demand, are all important results able to extend the capabilities of the digital PA. 
The project provides a connection between Public Relaton Offices and Call Centres located in the 
targeted Italian regions, integrating them with the VOIP (Voice Over Internet Protocol) Platform, 
which will be operative connecting Linea Amica with the URPs of various Ministries and Central 
Institutions. The integration can be developed between different structures and entities in the same 
region or between sectoral institutions connected to Regions and Ministries (e.g. Health, Tourism, 
Labour, etc.) 
 
The project will be developed in the regions of Campania, Apulia, Sicily, Calabria, and, if possible, 
also in Sardinia, Basilicata, Abruzzo and Molise (at a regional level), and it will connect also some 
Public Relation Offices related to Ministries and Central Bodies, with particular attention to those 
involved in the above mentioned areas, which will be considered as a priority. The technological 
implications and the most important advantages that the citizens and the PA will receive from the 
project implementation can be summarised as follows: 
 
- Simplification and unification of communication channels, with priority given to the PEC channel 
for the citizen; 
- Strengthening the telephone communication channel; 
- Personal requests tracking process even among different Administrations; 
- Convergence in the files' management between different but related Administrations; 
- Progressive standardisation of data representation formats used by the Administrations; 
- Transparency on service levels and customer satisfaction; 
- Opportunity to evaluate the service provided by the PA (emoticons' system); 
- Multi-channel access to an extensive and constantly updated list of questions and answers directed 
to guide citizens in their relations with the PA; 
- Facilitating the access to the PA through the consolidation of Linea Amica Call Centre and project 
implementation of an advanced model of Contact Centre and Network System; 
- Activating the technology infrastructure in order to guarantee connectivity and interoperability in 
VOIP modality among Call Centres and Public Relation Offices connected to the PA that will be 
joining the Network (with a strong cost cuts for the PA and for the entire community); 



- Providing interaction with the relevant contact points of the Central PA: The Internal Revenue 
Agency (Agenzia delle Entrate), the National Insurance Institutions Network, including INPS and 
the Ministries Network; 
- Promoting the integration of Call Centres related to Health, Tourism, as well as the integration of 
Public Relation Offices connected to the main Administrations Offices in the regions joining the 
“Convergence” objective: Sicily, Apulia, Calabria, Campania, and, possibly, Sardinia, Basilicata, 
Abruzzo and Molise. 
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