TOSCA D1 inventory report – United Kingdom
Introduction

The emergence of the call centre

The idea of 'letting your fingers do the walking' is not new in itself.  Whether it is to dial 999 in an emergency, to access directory enquiries to find a telephone number, or to phone the Samaritans in a moment of despair, most British people are used to the idea of using telecommunications to gain access to information or advice.  And it has equally been recognised for some time that providing such information may be a special kind of job, requiring special kinds of skills.

However in recent years a series of changes have taken place which have necessitated the coining of a new word for this kind of work - the call centre.

These changes include:

· Advances in the capacity, cheapness and sophistication of the technology;

· The growth of a more customer-focussed culture; and

· An increasingly tele-literate population

Taken together these have produced a situation where for a wide variety of organisations the front-line interface with the customer is accessed by means of a telephone switchboard or a web-site.  The call centre, estimated to be the most rapidly-growing form of employment in Britain today, is now a feature of the organisational landscape in almost every sector. 

From health services to holidays, from book-selling to banking, from timetable information to tax advice,  from software support to psychotherapy, from interviewing to investment, the call centre is increasingly becoming the focal point of contact between the providers of goods and services and their customers, be they other businesses or individual consumers. And call centre workers have become the organisational front line in each of these industries.

As they spread into new areas of activity, call centres become increasingly diverse, involving a wider range of skills and a greater variety of opening times, organisational forms and working practices.  Some may involve highly trained and specialised professionals whereas others require only routine skills. Some may serve a global market whilst others are limited to a single local authority area.  Some may require round-the-clock coverage whilst others may only operate for a few hours a week.  Some may involve only voice calls whilst others may handle enquiries which arrive by email or in the post.  Some may involve initiating calls to strangers, whilst others may handle only incoming calls.  

The phenomenal growth in call centre employment 

The rapid growth of call centres has taken the statisticians by surprise.  Call centres do not correspond with any of the traditional categories used to classify types of industry or occupation and as a result nobody really knows quite how many call centres there are, how many people are employed in them, or how fast they are growing.

There have, however, been a number of studies which have tried to estimate these. 

How many call centre workers?

A widely-quoted report from the London School of Economics commented that 'there are at least thirty times as many computer telephonists as coal miners in Britain today; more people work in this sector than in coal, steel and vehicle production put together'
.

Incomes Data Services carried out major surveys of pay and conditions in UK call centres in 1997 and 1998 and concluded that such estimates were greatly exaggerated and that a more accurate figure for call centre workers in the UK would be 150,000 , but that this would grow to 243,000 by 2000.
.  

By contrast call centre consultant Simon Roncoroni, of the L & R Group, estimated at around the same time that the call centre workforce stood at a total of 650,000-800,000
. 

In 1997, market analysis experts Datamonitor estimated that one worker in 250 across the EU was working in a call centre, of whom 15% were in pan-European call centres
. Call centre work was estimated to be growing at 30% per annum in the EU as a whole and as much as 50% per annum in the UK.   However, by 1999 this had been revised downward somewhat.  In that year, when, according to Datamonitor, historical records indicated that there had been 162,600 call centre agent positions in 1997 and 198,000 in 1998, the estimated number of call centre agent positions in the UK was 223,000.  This was predicted to rise to 243,000 in 2000, 259,000 in 2001 and 274,000 in 2002
.

Meanwhile, industry consultants MZA, whose market forecasts are widely accepted by suppliers of technical equipment to the industry, propose a higher figure.  MZA's method is to track shipments of equipment from all industry suppliers and extrapolate from these to estimate future trends.  Based on data to 1999, MZA estimated the number of call centre agent positions in the UK in 1999 at 319,000.  They further predicted that the rate of growth would slow down from 15% in 2000 to 9% by 2003 and 7% in 2004
 (compared with Datamonitor's more modest estimate of a growth rate declining from 13% in 1999-2000 to 6% in 2002-3).

The most authoritative source of statistical information about the British workforce is the government's Labour Force Survey, carried out four times a year with a very large and representative sample of the population of working age.  For the purposes of this study we carried out an analysis of the most recent figures available (for 1999) and compared them with those for 1991 to see whether it might be possible to detect any growth in this kind of employment.  We identified a large number of occupational categories which covered groups of workers who might be candidates for call centre work.  Taken together, these categories cover some 22% of the total workforce, a proportion which has remained unchanged during the 1990s.  Unfortunately in general the occupation description does not make it possible to determine whether these people are working over the telephone, over the internet or in more traditional ways.  There is, however, one exception.  This is the occupational category ' telephone salespersons' - one of the very few categories in the official Standard Occupational Classification (SOC) system which includes the technology used in the job title.  Telephone sales covers only a small proportion of total call centre work, of course.  Many call centres, particularly those which are restricted to incoming calls, focus on other types of activity, such as providing information or advice or dealing with complaints.  Nevertheless, the growth of telephone sales between 1991 and 1999 may be taken as some sort of indication of the general growth in call centre work during this period, and, as Table 1 shows, it has been dramatic, more than doubling from 33,932 in 1991 to 77,990 in 1999, with a steadily accelerating rate of change.

Table UK1:  Growth in telephone sales personnel, 1991-1999

	1991
	1993
	1995
	1997
	1999

	33932
	33,454
	43,854
	63,289
	77,990


Source:  IES analysis of Labour Force Survey data, 1999 

How many call centres?

The variation in estimates of numbers of call centre workers is echoed in estimates of the numbers of call centres. Here the discrepancies are, if anything, even greater.  Datamonitor estimated that there were 4,100 call centres in the UK in 1998
.  However MZA put the figure much higher, at an estimated 9,700 in 1999 (with a prediction that this will increase to 15,000 by 2004)
.  By contrast, Mitial were quoted in 1998 as reckoning that there were only 1,700 call centres in the UK, Ireland, Belgium and the Netherlands put together
. 

Some of these differences arise from differences of definition.  With no official designation of what a call centre is it is inevitable that there will be some fuzziness.  Should one, for instance, include only call centres which are on separate sites?  Should one include centres where dealing with telephone or internet enquiries is combined with other activities?  And what about call centres which have evolved from traditional departments, such as government 'enquiry points' or emergency help-lines?

Another major distinction is based on size.  Datamonitor exclude centres with fewer than ten agent positions from its estimates, for instance, whilst the Mitial figure is based only on centres with more than 20 positions.   Research by Schema suggests that the majority of call centres are small.  According to a Schema spokesperson, 'the number of call centres in the UK increased from 5000 in early 1996 to around 7000 in early 1997, However fewer than 15% of these (about 900 call centres in total) have 25 or more agent positions. The vast majority of UK call centres (more than two thirds) have between 10 and 24 agent positions, whilst the remainder are very small installations with fewer than 10 seats.’

 MZA's evidence broadly supports this view.  According to MZA, in 1999 there were an estimated 6,500 centres with fewer than 30 agent positions, compared with 2,100 with 31-50, 400 with 51-100 and 700 very large centres, with over 100 workstations
.

Drivers of growth

Whatever the precise figures, one thing is clear:  call centre employment grew rapidly in Britain during the 1990s and is set to expand further, albeit with a rate of growth which is slowing down.

What is driving this phenomenal expansion?

Technological enablers

One factor which has undoubtedly played a major role has been the increasing sophistication and availability of the technology itself.

The convergence of computer and telephone technology has greatly increased the range and variety of services that can now be offered - calls can be channelled to specific language speakers, passed around with customer data attached, or routed to the person you last spoke to, (or NOT the person you last spoke to!), diverted into or out of an interactive voice response systems, triggered from an email message, or even accompanied by a video picture. 

Telecommunications 

The liberalisation of the telecoms market has also increased competition leading both to reduced prices and increased bandwidth.  Better quality digital lines have improved the range of added value services, and the speed of data transfer. Dial-up digital access over ISDN is now widely available and the roll-out of the higher band-width ADSL technology is now starting.  Access to the Internet, for example, in some parts of the country can now be obtained via conventional land lines, ISDN, ADSL, GSM, cable, satellite, wireless technology and even via electricity utility cables.

Increasing bandwidth and reductions in cost have put traditional voice telephony within reach of a broader section of the population than ever before.  However there has also been a dramatic rise in other forms of remote access to information.  

One of these is the mobile phone, now owned by thirteen million UK inhabitants.  Mobile telephony has greatly increased access to call centres by a wide range of social groups, including children, with the use among London secondary school students already reckoned to be around 30%
. 

An alternative to voice access is the Internet which is also spreading rapidly in the UK, with the market expected to surge to 25 million by 2004

Taken together, these trends are heralding a major cultural shift, with telemediated access to information rapidly becoming a feature of everyday life that is taken for granted.

Globalisation

The liberalisation of telecommunications networks has not just been a British phenomenon but has taken place globally.  With the right infrastructure in place, the cost of routing a call internationally has tumbled and it is now common for call centres in one country to service a customer-base which may cover several countries or even extend its reach throughout the world.  

Pioneers of this development have been industries like the airline sector, or courier services whose services are global almost by definition, but it is also common to find international call centres in many other sectors, for instance software help-lines or support services for e-commerce.  Business-to-business call centres may find that their customers are global companies trading across time-zones with a need for a round-the-clock service.   

24 hour society

Globalisation is not the only trend encouraging a 24-hour society.  There are also many social pressures for extending the times in which services are available.

One of these is the changing structure of family life.  With more single-parent families and two-earner families, the stay-at-home housewife is becoming a rarity.  This makes it more and more difficult to contain other activities during 'standard' working hours, whether these involve shopping or taking in a parcel, getting a haircut or seeing the bank manager, taking a child to the dentist or choosing a new car.  The needs of one group of workers to access these services outside 'normal' office hours obliges other workers in these service industries to be on duty during the times which were traditionally seen as 'anti-social'.  This in turn has a knock-on effect on their own consumption patterns.  

The net effect is an inexorable drive towards extended opening with an extension both in the number of hours per day and the number of days per week that services are available.  The desire to order goods, process transactions or access services at any time is one of the factors driving customers to use call centres in preference to face-to-face services, thus fuelling the growth of this form of employment.

Rising customer expectations

With more and more information available to them from competing suppliers, customers are increasingly demanding a higher standard of service than they were prepared to accept in the past.  No longer prepared to wait several days for a letter to arrive or an appointment to be made, they expect instant information.  And becoming used to a customer-focused friendliness of response they are increasingly unwilling to put up with bureaucratic rudeness from service providers.  Old-fashioned bureaucracies, whether in the public sector or the more traditional parts of the private sector are being forced to give way to the new culture and become more sensitive to their users' needs if they are to survive in a competitive environment.  Survey results indicate that most people prefer to access information by telephone from the comfort of their homes than to queue for attention in an office, and this trend is undoubtedly contributing to the growth of call centres in sectors such as local government, the travel industry and the health service.  

A teleliterate customer base

The proliferation of telecommunications services, the spread of computing and the Internet and the entry into adulthood of the 'Nintendo generation'  mean that a growing proportion of the population is now familiar with the process of accessing remote services and has both the skill and the confidence to take advantage of them.

There remain minorities for whom using a telephone is a stressful and difficult experience (sometimes as a result of a physical or mental disability, or a lack of language skills) and large numbers for whom a computer screen represents an intimidating challenge, but their numbers seem set to diminish.  For the foreseeable future, voice call centres are likely to continue to be required for those who cannot access services via the internet, and additional support will be required for those who have problems with voice access.  Nevertheless, the general trend will be one of continued expansion, with technical solutions increasingly becoming available to overcome specific problems of access for those with impaired hearing, and with sophisticated routing and software providing access to services in alternative languages for members of minority cultures.

Changes in the public sector

Additional push factors have resulted from a number of changes in the way the public sector is organised in Britain.  These include  

· 'best value' policies which have encouraged a search for greater efficiency in the delivery of services open government policies which have led to more information being offered to the public, often by means of on-line services; and 
· the introduction of major new telemediated public services, such as NHS Direct
Methodology

As already noted, the very large number of call centres in the UK made it impossible, with the limited time and resources available, to carry out a complete inventory of all call centres in the UK.

It was decided instead to carry out a sample survey.  Ensuring a representative sample presented major problems given the lack of any national database of call centres or, indeed, even an agreed definition of what constitutes a call centre.

It was therefore decided to use the IES/Mitel survey (already quoted) to establish a profile of the national distribution of call centres by size, sector, function, area of activity and region.  Although there is no way of establishing for certain that this is a representative sample, it did have the merit of covering a very broad and diverse range of sectors, activities, types and regions;  of corresponding reasonably closely with the profile exhibited in other studies (e.g. those by Incomes Data Services and IRS Eclipse); and of avoiding interviewer bias by being drawn from a self-selected sample who had completed an internet-based survey, targeted via the leading journal for Call Centre Managers in the UK.

Using this profile, Analytica interviewers attempted to find a range of call centres which covered the entire range across the variables enumerated above, using a variety of different sources including contacts made through past work, business directories, research contacts and word of mouth.  Well-known examples quoted extensively in the literature were avoided on the grounds that they were likely to be untypical.  Most of the interviews were conducted by telephone, although in three cases face-to-face interviews were carried out.  In some cases, the information obtained in this way was supplemented by information from company web-sites, or follow-up questions by telephone or email.

The sample can therefore be regarded as a multivariate quota sample, which is as representative as it is possible to achieve without reliable knowledge of the total universe of call centres in the UK.

Geography

Figure UK1: Location
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Source: TOSCA D1 Inventory Survey. Base = 47 centres.
We found the typology established in the TOSCA questionnaire unhelpful from the point of view of classifying call centres although we endeavoured to ensure that the sample was more or less equally distributed between the three types mentioned.

Call centres in the UK are often sited on industrial estates adjacent to towns or cities or in redeveloped industrial zones which do not fit neatly into any of the above categories.  Indeed it could be argued that the development of large-scale service industries such as call centres typifies the geographical restructuring which characterises post-industrial societies and renders such traditional categories obsolete.  

There are also considerable differences between ‘remote rural areas’ and ‘unattractive towns’ which renders this problematic as an aggregated category.

What constitutes ‘attractiveness’ is also a moot point in an era when former industrial premises are being renovated as chic loft-style apartments or ‘live-work spaces’ and inevitably entails some subjective judgement on the part of the coder.  

In general, redeveloped industrial areas were classified as ‘unattractive towns’ when they were located in predominantly rural regions, but not where they were in large cities (such as Leeds or Manchester) which are regarded by many in the UK as desirable places to live.

Figure UK2: urban location breakdown
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Source: TOSCA D1 Inventory Survey. Base = 47 centres.
Where call centres were located in urban areas, we attempted to classify them according to their distance from the city centre where major offices have traditionally been sited.  However the categories ‘downtown’ and ‘suburban’ are by definition meaningless in the case of rural areas or small towns (in the UK, tight planning regulations do not permit ‘suburban sprawl’ around many small country towns and villages, ensuring that development can only take place in designated zones, often on reclaimed industrial sites such as former coal mines or textile mills).  The chart showing the breakdown between ‘downtown’ and ‘suburban’ call centre sites in the UK is therefore based only on those centres which were located in urban conurbations.

Telecommunications/Internet infrastructure

In general, UK respondents did not cite telecommunications infrastructure as a critical determining factor in call centre location.  Apart from some rural areas, ISDN and ADSL are widely available in the UK and telecommunications installation costs are not critical when compared with other costs. Larger companies were often prepared to invest in a leased line in order to ensure a reliable high-quality telecommunications link.

Languages

Figure UK3: Available languages
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Source: TOSCA D1 Inventory Survey. Base = 47 centres.
In general, language skills are not seen as a critical requirement for staff recruitment in the UK, perhaps because of the global dominance of the English language.  With the exception of one call centre which served the Japanese market and required Japanese speakers, most of the additional language requirements in UK call centres relate to serving the needs of indigenous linguistic minorities rather than external foreign-language customers.

In the UK TOSCA survey, two call centres were found requiring Welsh speakers, with one other which included Gujurati speakers (it should be noted here that a significant proportion of the British Asian community originated in the Gujarat state of India, although some reached Britain by a roundabout route when they were expelled from Africa – where they played a prominent role in the trading community – during the 1970s)

The location strategies of call centre operators in the UK can be seen as following a two-stage development.  In the first stage, in the late 1980s and early 1990s, call centre operators sought out regions which were characterised by:

· High population density;

· High female labour force participation;

· Relatively low wage level; and

· Relatively high unemployment

These were sometimes supplemented by additional factors, such as proximity to transport infrastructure, or a supposedly attractive regional accent
.

This resulted in a concentration of call centres in a number of large towns and cities, often in areas whose economies had in the past depended on manufacturing and extractive industries which were in decline.

By the mid 1990s, however, several of these areas, including Leeds and Newcastle, had become call centre ‘hot spots’ and employers started experiencing recruitment and retention difficulties as staff moved from one call centre to another in the hope of improving their pay and working conditions.

In the next phase, call centre employment became much more evenly spread geographically as employers sought out new sources of labour.  This combined with the requirement for an increasingly skilled workforce in the call centre sector to create a situation where skill retention took precedence over low labour costs in some parts of the industry.  As a result, call centres started to appear in parts of the country, such as London and the South East, which had previously been regarded as too high-cost to be economic locations.   Some employers chose to site their call centres near universities in order to take advantage of students as a part-time temporary but nevertheless highly educated workforce.

Typology

Sector breakdown

Figure UK4: Sector breakdown
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Source: TOSCA D1 Inventory Survey. Base = 47 centres.
The sector breakdown of the call center sample in the UK reflects the quota structure of the profile on which it was based, which was in turn derived from the IES/TCA call center manager survey quoted above.  As can be seen from the chart, it represents a broad spread, including the public, private and voluntary sectors, outsourced and in-house call centers and a range of different services.
Activity breakdown

Figure UK5: Activity breakdown
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Source: TOSCA D1 Inventory Survey. Base = 47 centres.
The range of activities covered in the UK sample is also broad, covering both high skill and low skill activities.   Once again, it reflects the full range of activities identified in the IES/TCA survey and other UK surveys.  The majority of these call centres were involved both in inbound and outbound calling.  The only exception to this was in the financial services sector where a significant number of call centres (around half) involved only outbound calling.  This is a sector in the UK which is characterised by rather aggressive sales tactics, with tele-sales staff frequently paid by commission on the number of actual sales made.  This sector is exceptional in the UK where the culture is not conducive to telephone ‘cold calling’.  This finding also reflects the integration of sales activities with customer service functions across many sectors.

It is possible, of course, that the sample under-recorded the more disreputable outbound-only types of call centres whose managers might have been unlikely to take part voluntarily in the IES/TCA survey which was used to structure the sample but this is hypothetical and could not be substantiated unless a large national random survey were undertaken, based on a generally agreed definition of what a call centre is (which is currently not defined).  It is also possible that outbound-only call centres may be very small, and thus fall below our definitional threshold of ten employees.

Other UK surveys, such as those by IDS and IRS-ECLIPSE have produced similar findings:  the typical British call centre appears either to be inbound only or to combine inbound and outbound calling.  The latter would appear, at least in principle, to offer the possibility of more varied and less stressful job design for call centre staff.

Size

Figure UK6: Call centre size (number of employees)
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Source: TOSCA D1 Inventory Survey. Base = 47 centres.
The average size of call centre in our sample was 264 although the sample covered a broad range, including both very small call centres with ten employees (the bottom threshold in our definition) and extremely large ones with over 1000 workers.

Ownership

Figure UK7: Call centre ownership
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Source: TOSCA D1 Inventory Survey. Base = 47 centres.
The majority of call centers in the UK sample were subsidiaries of parent companies.  Nine per cent of surveyed establishments were themselves parents with branches elsewhere, whilst 30% were independent service providers.

The breakdown of ownership for centres that were subsidiaries was:

Table UK2: Origin of multinational call centres

	Parent company nationality
	Number of centres

	UK
	16

	USA
	6

	Germany
	2

	Switzerland
	2

	France
	1


Source: TOSCA D1 Inventory Survey. Base = 47 centres.
Market orientation

Figure UK8: Call centre customer orientation
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Source: TOSCA D1 Inventory Survey. Base = 47 centres.
As can be seen, the majority of call centres in the UK serve both business and consumer markets.  Business to consumer markets are second in importance.  In a small number of cases in the sample, call centres serving the organisation’s own employees were also to be found.

Technology

Level of technology in use

Table UK3: Level of technology in use

	Technology
	Number of centres using (total=47)

	Computer, Internet, telematics
	26

	Phone and automatic system
	14

	Phone and operator
	7


Source: TOSCA D1 Inventory Survey. Base = 47 centres.
The majority of call centres used sophisticated technology, with web integration.  However we found a number of call centres, some of which were in the voluntary sector, using a simpler model with a simple voice link to the customer.  Most of these were advice lines.

Connectivity

Figure UK9: Call centre links
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Source: TOSCA D1 Inventory Survey. Base = 47 centres.
Nearly two thirds of the call centres surveyed were linked to other call centres in a virtual network.

Around four per cent of call centres currently use home-based teleworkers as an overflow workforce, although a higher proportion is considering doing so in the future.

There appears to be a trend for increasing integration and location-independence in the management of call centres, facilitated by improved telecommunications, routing software and software which enables workers to be managed remotely ‘as if’ they are co-present in the main call centre.

Social and work organization aspects

Gender of agents

The centres that we surveyed reported 12440 employees of whom 9000 or 72% were women.  Thus whilst nearly three quarters of the workforce is female, it is by no means the case that this is an all-woman occupation.

Recruitment and retention difficulties

The explosive growth in call centres, in combination with the speed of change in this sector, have produced considerable stresses for workers.  This has produced a situation which is experienced by many call centre managers as a crisis of employment.  

During the early 1990s, when looking for a suitable site for a new call centre, companies looked for areas which could offer a ready supply of suitably skilled labour with affordable costs.  Many of the spots which fitted these criteria best were 'rustbelt' areas which had previously housed concentrations of employment in manufacturing or extraction which were now in decline.  As a result, areas like Tyne and Wear, West Yorkshire and the North West redefined themselves as service centres and attracted large numbers of call centres.  These subsequently became call centre 'hot-spots' and new employers moved on to seek other locations.

In a 1999 survey of call centre managers carried out jointly by the Institute for Employment Studies and the TCA it was found that 70% of call centre managers felt that recruitment was a problem.  A full quarter of the sample reported that recruitment was a major challenge, with the remaining 45% feeling that it was a problem which they believed to be under control.  

In an overheated labour market, recruitment difficulties represent only one aspect of the problem.  There may also be difficulties of staff retention.  Here too managers experienced major difficulties, with 22% of respondents reported that retention was a major challenge, with the same proportion claiming that it was not a problem at all.  In between these extremes were 27% for whom it is a manageable challenge and a further 28% for whom it presents only a minor problem.

When conditions become insupportable, call centre workers do not just 'vote with their feet' by leaving altogether (although this is not uncommon); the effects of stress may also be exhibited in high rates of absenteeism.  The IES/TCA survey also produced evidence on this. Only 16% of the call centre managers in the survey never experience absenteeism as a problem.  However here the largest group, 36% say that it is only a minor one.  Twenty seven per cent recognise a problem but feel they have it under control while for the remaining 19% - nearly one call centre in five - it presents a major challenge.

Fluctuations in workload:  the burden of flexibility

A major issue in most call centres is extreme fluctuations of workflow.  Customer demand is rarely evenly spread across the day, week or year.  In some cases, e.g. the response to a major television charity appeal, or the launch of a heavily-advertised new product, there may be a sudden very large surge in demand.  In other cases there may be a more predictable pattern of seasonal variation or variation according to the time of day. There is therefore a frequent need for flexible staffing to cope with peaks and troughs in demand. 

The results of the IES/TCA survey found that workflow management poses a major challenge in 19% of call centres and a considerable, but manageable one in a further 40% of cases.  A further 20% of managers regard it as a minor problem, leaving only 17% of cases where it is not experienced as a problem at all.

A variety of means are used to deal with peaks in the workload. By far the most common means of dealing with peaks in the workload, used in nearly seven out of ten (69%) of the surveyed call centres, is encouraging staff to work overtime.  This solution may not always be an ideal one, however since it may add to workers' stress and be regarded as family-unfriendly by employees with childcare commitments. 

This is followed in importance by redirecting calls to another site within the same organisation, which is practised in 31% of cases. 

Another method of dealing is the use of annualised hours or other flexible contracts with employees, which is practised by 21% of call centres.  This method does guarantee staff a certain level of income and may therefore be regarded as preferable to temporary or on-call work.  However it may be regarded by some workers as a way of obliging them to work unsocial hours without the compensation of overtime payment.

 In 20% of cases casual staff are taken on to supplement the regular workforce under overload conditions, whilst 18% of call centres use agency staff for this purpose.  

Other options, outsourcing or using homeworkers as an overflow workforce, are currently practised only by a minority, 5% and 4% respectively, of the call centres in the survey.

Interestingly enough, however, both of these options are expected to grow in the future.  Nearly a third of the managers in the survey (32%) expected more outsourcing to be practised, and an even higher proportion, 42% expected the use of homeworkers to increase in years to come.  It is possible, therefore that we are witnessing here the small beginnings of what may become major new trends in call centre employment.

Changing skill requirements 

It is generally believed in the UK that call centre work is moving up the skill ladder, increasingly involving staff with specialist technical or professional skills and knowledge, ranging from nursing to software support, from legal advice to psychological counselling.  Even where staff do not require specific professional or technical qualifications, they are likely to require familiarity with a wider range of products and services and to be capable of making judgements in complex situations.  

As more and more of the routine types of enquiries and transactions are automated or filtered out, call centre agents are likely to find themselves dealing with greater challenges.

In the IES/TCA survey, less than three percent thought that call centre work would become less highly skilled in future, whilst 38% thought it would become more highly skilled.  A further 43% thought that the future would be mixed, with 16% believing that there would be no change.

At present, the proportion of staff requiring specialist technical knowledge is already significant.  In nearly a quarter (24.3%) of call centres in the survey, all staff require specialist technical knowledge, whilst in only 20% are no specialist technical staff required, with the remainder lying somewhere in between.

Perhaps because of the dominance of the English language and the fact that this was an English-language survey, the need for multilingual staff is somewhat lower.  In only 6% of the sampled call centres were all staff required to speak more than one language and in the majority of cases, 56%, no staff were required to be multilingual.  A significant proportion of cases did however have a minority requirement for additional language skills (in 27% of cases for less than a quarter of their staff and in 8% of cases for between a quarter and a half).

The stereotype of call centre employment as universally low-skilled is not borne out by this survey.  In only 12% of cases did managers say that none of their staff required formal qualifications. The largest group (32%) of respondents claimed that there was no requirement for low-qualified staff in their call centres and this was followed by 22% who felt that low-qualified staff could fill less than a quarter of their jobs.  

Despite this high requirement for skilled people, the length of the training period for new recruits to call centre work is usually fairly short.  This suggests that many are expected already to be in possession of the necessary technical or professional knowledge before they start.  

In only 4% of cases does the training period last for four months or more. In just over a third of cases (33.8%) it is between one and three months whilst in the largest group (54%) the training period is between two and four weeks.  In only one case in fifteen (6.6%) can staff be trained in a week or less.

Stress 

There has been considerable public debate in recent years about stressful working conditions in call centres, where conditions are often likened to 'satanic mills' or 'battery chicken farms'.  In interviews with call centre managers and workers, it common to hear about 'operator burnout', and the stress caused by intrusive levels of surveillance and monitoring, high productivity targets, unsympathetic supervision and having to deal with abusive calls from the general public.  

It is clear that there are enormous differences between call centres and that over-generalisation is dangerous.  In some call centres in the UK in the public sector and in the utilities, as well as some parts of the private and voluntary sectors, trade unions have successfully negotiated agreements including clauses which are designed to minimise operator stress. Nevertheless, the results of the IES/TCA survey do suggest that stress is a serious problem in call centres and recognised as such by many call centre managers.  In fact, it was regarded as a problem to some extent by 86% of call centre managers: regarded as only a minor problem in 31%, and a serious, but manageable problem in a further 36% of cases.  In the remaining 18% of cases it is considered to be a serious challenge.

The seriousness with which stress is taken may be gauged by the fact that over three out of ten centres in the survey (31%) offer stress counselling to their staff, and 21% offer psychological counselling.

Hours of operation

Figure UK10: Operating hours
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Source: TOSCA D1 Inventory Survey. Base = 47 centres.
In the TOSCA survey, a high proportion of cases – nearly one in three – required round-the-clock operation seven days a week.  Only ten cases out of 47 had ‘normal’ opening hours of up to 40 hours per week.  This implies a considerable amount of weekend, evening and other ‘anti-social hours’ working by call center staff, normally associated with high levels of part-time working (part-time workers were to be found in 45 of the 47 call centers surveyed in the UK).

Employment contracts

Table UK4: Employment contract types

	Atypical contract types
	Number of centres using (total=47)
	Number of workers involved (total=12440)

	Temporary
	4
	123

	Part time
	45
	46

	Temporary agency
	28
	40


Source: TOSCA D1 Inventory Survey. Base = 47 centres.
Trade unions have campaigned vigorously around health and safety issues, particularly stress and RSI. Unions in the service sectors, particularly financial services, retail, public services, telecommunications and utilities, have been particularly active. Examples include the following:

· The largest UK union, public service union UNISON, has published a detailed negotiators guide to good employment practice in call centres. This contains a major section on health and safety, with detailed checklists for call centre health and safety representatives and an example of a basic health and safety survey questionnaire for call centre staff.

· Another large union, general union GMB, has published guidance on health and safety issues for call centre staff, highlighting problems of working with display screen equipment, lack of adequate rest breaks, stress, noise and voice loss.

· The Communication Workers' Union (CWU) has published guidance and organised industrial action at British Telecom call centres around working conditions, the use of temporary staff and health and safety, resulting in a collective agreement in which the union and the employer have undertaken to work together to develop a model of good practice for call centres in the UK. This includes addressing issues of job security and staffing levels for permanently employed staff as well as working conditions and individual performance targets. The proportion of agency staff is to be reduced and performance targets will be set for teams rather than individuals.

· Insurance company Legal and General has worked together with the staff union MSF and ergonomists on the design and health and safety aspects of their new call centre in South Wales. This has involved consultation between managers and union safety representatives, joint management/union evaluation of the design of the workstations and of the ergonomic considerations, and local negotiations around pay and working conditions including shift patterns and flexible working hours.

· The British trade union confederation, the TUC, held a major national conference in June 2000 about problems in call centres, highlighting health and safety problems of poor working conditions, management surveillance techniques, stress and unsocial working hours. At the annual Trade Union Congress in September 2000, unions agreed to work together and campaign for improvements in call centre working conditions.

· Unions in the UK call center sector have negotiated a ‘portable membership’ for call centre workers, enabling members to transfer their membership from one union to another if they move to a call center in a different sector.

The Health and Safety Executive (HSE) has commissioned major national research into health and safety in call centres because of the level of concerns reported. 

In the UK sample, over half (27 cases out of 47) had company-level trade union agreements whilst 25 had union representation. This is consistent with other surveys (IDS, for instance, found that 52% of call centres were unionised in a 1999 survey)

Table UK5: Types of agreement

	Agreement level
	Number of centres using (total=47)

	Company
	27

	Sectoral
	25

	National
	25

	Other
	21


Source: TOSCA D1 Inventory Survey. Base = 47 centres.
Table UK6: Types of representation

	Representation
	Number of centres using (total=47)

	Union representation
	25

	Other staff representaton
	24

	Health and safety representative
	26


Source: TOSCA D1 Inventory Survey. Base = 47 centres.
Health and safety in call centres

Occupational health safety and welfare issues are major concerns for UK call centre workers. Key issues highlighted by workers include:

· working environment (including working temperature, ventilation, overcrowding, noise)

· working hours and shift patterns (and lack of control over these)

· pacing and intensity of work

· staffing levels and staff turnover

· unrealistic performance targets

· electronic surveillance and supervision

· rest breaks, meal breaks and toilet breaks (and the ability to take these)

· welfare facilities (including access to supplies of fresh drinking water and to toilet facilities)

· lack of autonomy in how the work is done

· lack of control over the pace and intensity of work

· work-related stress 

· harassment and bullying at work

· work-life balance: reconciling work and family life

· workstation design, display screen equipment

· poor job design and static work

· musculo-skeletal disorders

· voice problems

· hearing problems

· "hot desking" / shared equipment

· getting to work - personal safety and security

· risk assessment 

· lack of health and safety training for both managers and staff

· the right to be represented on health and safety issues

Although trade unions and health and safety enforcement agencies are starting to address the health and safety issues in call centres, this is not yet true of government. For example, it is now national government policy to ensure that all public services that can be accessed or delivered electronically will in future be developed around call centres and Internet facilities. The strategy papers on this set out in some detail the implications for the training of staff and the organisational changes involved but do not mention any of the implications for staff health and safety.
Conclusion

We can conclude that the results of the UK survey give a broadly representative picture of the generality of call centres in the UK as reflected in other studies and in the literature on the subject.  It must be emphasised, however, that this picture is a complex, differentiated and rapidly-changing one.  Many of the stereotypes which are presented in the media of call centres as highly routinised, pressure-cooker environments in which all work is low-paid, low-skilled, repetitive and stressful, whilst they have some foundation in reality in some call centres, are overly simplistic and fail to capture the reality that some call centre work is skilled and varied and that some call centre workers are well organised in trade unions and have negotiated good working conditions for themselves.

The case studies in the UK have been selected in order to shed as much light as possible on the variations within the sector, involving both large and small call centres, both public and private sectors, and both high skill and low skill work.

Case 1 was selected because it was undergoing a number of changes in response to changes in technological capability, company structure, service requirements and market demands, and had developed some innovatory approaches to staffing and management issues.
Cases 2 and 3 were selected because they illustrated issues being addressed in the delivery of public services and information and were relevant to future e-government strategies and related terms and conditions of employment.
Case 4 was selected because it involved a wide range of different technologies and linked workers in two locations.
Case 5 was selected because it had experienced recruitment and retention problems and was addressing these in particular ways.
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		Contact ID		Country		Code CC
lfd. Nr.		Company Name		Address		Postal code		City		Phone		Email		Region		Territory		Localisation		Attractiveness		Languages 1		Languages 2		Languages 3		Languages 4		Location		Main act 1		Main act. 2		Main act. 3		Company's link		Accounts/billing		Inbound		Outbound		Tech1		Level		Target		Booking appointment		Inbound		Outbound		Tech1		Level		Target		Counselling/advice		Inbound		Outbound		Tech1		Level		Target		Cusotmer services		Inbound		Outbound		Tech1		Level		Target		Debt collection		Inbound		Outbound		Tech1		Level		Target		Process financial transaction		Inbound		Outbound		Tech1		Level		Target		Providing standard information		Inbound		Outbound		Tech1		Level		Target		Sales		Inbound		Outbound		Tech1		Level		Target		Taking customers orders		Inbound		Outbound		Tech1		Level		Target		Technical support		Inbound		Outbound		Tech1		Level		Target		other		Inbound		Outbound		Tech1		Level		Target		Hours per week		Total employees		Full time		Women		Total women full time		Permanent staff		Permanent full time		Temporary staff		Temporaryt full time		Part time contracts		Equivalent		Temporary
agency workers		Equivalent		Company level		Sector level		National level		Other level		Union rep		Workplace rep		Health and safety

		1		UK																UKG		1.00		1.00				6.00								2.00		3.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00																																						1.00		1.00				1.00		2.00		1.00																																																		40.00		700.00		500		500		400		600		400.00		100		100.00		1.00				1.00				1.00		1.00		1.00				1.00		1.00		1.00

		2		UK																UKD		2.00		2.00				6.00								3.00		5.00						3.00																																						1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00				1.00		2.00		1.00																										40.00		10.00		6		8		4		10		6.00						1.00

		3		UK																UKN		3.00						6.00								3.00		13.00		7.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		40.00		40.00		35		40		35		40		35.00		2				1.00				2.00				1.00								1.00		1.00		1.00

		4		UK																UKJ		2.00		1.00				6.00								3.00		8.00						3.00														1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00																										1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00																										60.00		45.00		35		25		20		30		25.00						1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		5		UK																UKD		3.00						6.00								3.00		15.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00		1.00		1.00		1.00		1.00		2.00		2.00																										1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00		40.00		10.00		8		9		8		10		8.00						1.00								1.00								1.00		1.00		1.00

		6		UK																UKK		2.00		1.00				6.00		10.00		9.00		7.00		2.00		10.00		7.00				1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										168.00		200.00		180		160		140		100		80.00						1.00				1.00

		7		UK																UKC		2.00		1.00				6.00								2.00		15.00						3.00														1.00		1.00				3.00		1.00		2.00		1.00		1.00				3.00		1.00		2.00		1.00		1.00				3.00		1.00		2.00																										1.00		1.00				3.00		1.00		2.00														1.00		1.00				3.00		1.00		2.00																										40.00		50.00		40		38		30										1.00				1.00				1.00								1.00		1.00		1.00

		8		UK																UKJ		2.00		1.00				6.00								3.00		8.00						3.00																																						1.00		1.00		1.00		1.00		2.00		2.00																																																																										1.00		1.00		1.00		1.00		2.00		2.00		60.00		10.00		9		8		7						10		9.00		1.00				2.00				1.00		1.00		1.00		1.00		1.00				1.00

		9		UK																UKJ		2.00		2.00				6.00								3.00		8.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00																																						1.00		1.00		1.00		1.00		2.00		2.00																																																		60.00		10.00		7		8		5		10								1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		10		UK																UKI		1.00		2.00				6.00								3.00		5.00		14.00																														1.00		1.00				3.00		2.00		2.00		1.00		1.00				3.00		2.00		2.00														1.00		1.00				3.00		2.00		2.00														1.00		1.00				3.00		2.00		2.00		1.00		1.00				3.00		2.00		2.00																										84.00		200.00		180		160		140		200		180.00						1.00

		11		UK																UKF		2.00		1.00				6.00								2.00		3.00						1.00		1.00		1.00				3.00		2.00		2.00																										1.00		1.00				3.00		2.00		2.00																										1.00		1.00				3.00		2.00		2.00																																																		90.00		450.00		420		430		410										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		12		UK																UKE		3.00		1.00				6.00								2.00		5.00						1.00																																						1.00		1.00		1.00		3.00		2.00		2.00																																						1.00		1.00		1.00		3.00		2.00		2.00																																						420.00		390.00		360		340												1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		13		UK																UKD		2.00		2.00				6.00								2.00		13.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		1.50																																						90.00		680.00		600		370		300										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		14		UK																UKD		1.00		1.00				6.00								2.00		13.00						1.00																																						1.00		1.00		1.00		2.00		2.00		1.50																										1.00		1.00		1.00		2.00		2.00		1.50		1.00		1.00		1.00		2.00		2.00		1.50		1.00		1.00		1.00		2.00		2.00		1.50																												750.00		650		600		500										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		15		UK																UKD		2.00		2.00				6.00								2.00		13.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		1.50																																						90.00		700.00		600		350		250										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		16		UK																UKG		3.00		1.00				6.00								2.00		16.00						3.00		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50														1.00		1.00				2.00		2.00		1.50																																																		105.00		200.00		150		170		130		200		150.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		17		UK																UKN		3.00		3.00				6.00								2.00		13.00		9.00				1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00																										1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00														90.00		150.00		130		80		70		150								1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		18		UK																UKI		1.00		1.00				6.00		9.00		15.00				2.00		14.00		16.00		12.00		1.00														1.00		1.00		1.00		2.00		2.00		1.50														1.00		1.00		1.00		2.00		2.00		1.50																																																																										1.00		1.00		1.00		2.00		2.00		1.50		168.00		75.00		65		40		35		75								1.00

		19		UK																UKD		2.00		2.00				6.00								3.00		11.00						3.00		1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50																																						1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										40.00		450.00		400		400		370										1.00				1.00

		20		UK																UKC		3.00						6.00								2.00		10.00						1.00														1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50														90.00		80.00		70		65		55										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		21		UK																UKG		1.00		2.00				6.00								3.00		14.00						1.00																																						1.00		1.00				2.00		2.00		2.00																																						1.00		1.00				2.00		2.00		2.00																																						140.00		600.00		450		500		400										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		22		UK																UKD		3.00		2.00				6.00		9.00		4.00		7.00		2.00		10.00		5.00				1.00														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														168.00		600.00		480		550		460										1.00				1.00

		23		UK																UKE		2.00		2.00				6.00								2.00		9.00						1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														90.00		180.00		170		170		160		180		170.00						1.00								1.00		1.00		1.00								1.00

		24		UK																UKE4		2.00		2.00				6.00								2.00		13.00						3.00																																						1.00		1.00				2.00		2.00		1.50																																						1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50														168.00		42.00		40		22		20		42		40.00						2.00				2.00

		25		UK																UKF		3.00						6.00								2.00		16.00						1.00																										1.00		1.00				2.00		2.00		2.00		1.00		1.00				2.00		2.00		2.00																										1.00		1.00				2.00		2.00		2.00																																																		40.00		22.00		20		15		13		22								1.00				2.00				1.00		1.00		1.00

		26		UK																UKD		2.00		2.00				6.00								1.00		5.00						1.00																																						1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														100.00		190.00		150		100		80		190		150.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		27		UK																UKJ		3.00						6.00								2.00		13.00						1.00																																																																																																														1.00		1.00		1.00		2.00		2.00		1.50														75.00		190.00		170		140		120		190		170.00						1.00				2.00

		28		UK																UKH		2.00		1.00				6.00		4.00		9.00		10.00		1.00		5.00						1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50														168.00		1050.00		850		750		530										1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		29		UK																UKI		1.00		2.00				6.00								2.00		16.00						1.00																																																																																						1.00		1.00				2.00		2.00		1.00																																						60.00		20.00		18		17		15		20		18.00						1.00

		30		UK																UKD		2.00		1.00				6.00								2.00		5.00						1.00		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														90.00		220.00		180		190		165		220		180.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		31		UK																UKJ		3.00						6.00								2.00		5.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		2.00																																						60.00		50.00		45		45		40		50		45.00						1.00				2.00				1.00		1.00		1.00

		32		UK																UKH		3.00						6.00								2.00		16.00						3.00		1.00		1.00				3.00		1.00		1.50																																																																																																																										60.00		100.00		60		90		55		100		60.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		33		UK																UKL		1.00		2.00				6.00		15.00						3.00		6.00																																1.00		1.00				1.00		2.00		2.00																																						1.00		1.00				1.00		2.00		2.00														1.00		1.00				1.00		2.00		2.00																										168.00		45.00		40		40		35		45		40.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		34		UK																UKK		4.00						6.00								2.00		16.00						1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00																										1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		168.00		12.00		5		10		4		1				11				1.00				1.00

		35		UK																UKI		1.00		2.00				6.00		15.00						1.00		8.00						3.00																																						1.00		1.00				3.00		2.00		2.00																																																																																						40.00		45.00		40		35		30										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		36		UK																UKL		1.00		2.00				6.00		15.00						2.00		5.00						1.00		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50														1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50																										1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		40.00		160.00		140		135		115										1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		37		UK																UKJ		3.00						6.00								3.00		7.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														168.00		410.00		400		60		58		410		400.00						1.00

		38		UK																UKI		1.00		2.00				6.00								3.00		15.00						3.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		60.00		18.00		15		15		12										1.00				1.00						1.00		1.00		1.00		1.00		1.00		1.00

		39		UK																UKG		2.00		1.00				6.00								2.00		12.00		16.00				1.00		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										110.00		46.00		44		23		21		46		44.00						1.00

		40		UK																UKD		3.00						6.00								2.00		12.00		16.00				3.00																										1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00																										1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00																										56.00		70.00		40		67		37										1.00				2.00

		41		UK																UKI		1.00		2.00				6.00								2.00		13.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														150.00		180.00		160		90		80		180		160.00						1.00

		42		UK																UKI		1.00		2.00				6.00								3.00		7.00						3.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														48.00		650.00		600		350		320		650		600.00						1.00				2.00

		43		UK																UKD		2.00		2.00				6.00		9.00		4.00		7.00		3.00		7.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																																						1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50														168.00		80.00		70		15		12		80		70.00						1.00

		44		UK																UKD		2.00		1.00				6.00								2.00		4.00						3.00																																						1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										112.00		200.00		160		110		85

		45		UK																UKD		2.00		1.00				6.00								2.00		4.00						3.00																																						1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										112.00		200.00		160		110		85

		46		UK																UKI		1.00		1.00				6.00								1.00		1.00						1.00																																																																																																		1.00		1.00				2.00		2.00		1.50																										40.00		160.00		140		150		120		160		140.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		47		UK																UK4		2.00		2.00				6.00		15.00						2.00		9.00		4.00		11.00		1.00		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										168.00		1700.00		1000		1400		650		600								1.00

								Frequency of capital city		13.00

		Frequency								20.00				Language		0.00																												How many?		13.00		13.00		7.00								14.00		14.00		9.00		21.00						16.00		16.00		9.00		22.00						36.00		36.00		21.00		55.00						8.00		8.00		5.00		12.00						10.00		10.00		8.00		14.00						31.00		31.00		18.00		42.00						26.00		26.00		18.00								25.00		25.00		15.00								16.00		16.00		11.00								7.00		7.00		6.00								4642.00		12440.00		10092		9000		6631		4611		3171.00		123		109.00		46.00		0.00		40.00		0.00

		1.00								13.00						0.00																												% of total		0.26												0.28		0.28										0.32		0.32										0.72		0.72										0.16		0.16										0.20		0.20										0.62		0.62										0.52		0.52										0.50		0.50										0.32		0.32										0.14		0.14										100.91		253.88		206		184		135		94		64.71		3		2.22		0.94		0.00		0.82		0.00

		2.00								1.00						0.00																																																																																																																																																																						81		72		53		37		25.49		1		0.88		0.37		0.00		0.32		0.00

		3.00								0.00						3.00																												1.00		B2B										1.00		1.00		B2B								2.00		1.00		B2B								1.00		1.00		B2B								3.00		1.00		B2B								0.00		1.00		B2B								1.00		1.00		B2B								4.00		1.00		B2B								3.00		1.00		B2B								3.00		1.00		B2B								2.00		1.00		B2B								1.00

		4.00						Frequency of downtown or suburban		16.00						0.00																												1.50		Both										11.00		1.50		Both								10.00		1.50		Both								7.00		1.50		Both								22.00		1.50		Both								8.00		1.50		Both								8.00		1.50		Both								19.00		1.50		Both								18.00		1.50		Both								16.00		1.50		Both								14.00		1.50		Both								4.00

		5.00						(one no answer)		20.00						47.00																												2.00		B2C										1.00		2.00		B2C								2.00		2.00		B2C								8.00		2.00		B2C								11.00		2.00		B2C								0.00		2.00		B2C								1.00		2.00		B2C								8.00		2.00		B2C								5.00		2.00		B2C								6.00		2.00		B2C								0.00		2.00		B2C								2.00

		6.00								1.00						3.00																														Inbound		0.00								0.00				Inbound		5.00						0.00				Inbound		7.00						0.00				Inbound		15.00						0.00				Inbound		3.00						0.00				Inbound		2.00						0.00				Inbound		13.00						0.00				Inbound		8.00						0.00				Inbound		10.00						0.00				Inbound		5.00						0.00				Inbound		1.00						0.00

		7.00								0.00						0.00																														Outbound		6.00												Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00

		8.00						Frequency of activity		1.00						5.00																														Both		7.00												Both		9.00										Both		9.00										Both		21.00										Both		5.00										Both		8.00										Both		18.00										Both		18.00										Both		15.00										Both		11.00										Both		6.00

		9.00								1.00						2.00

		10.00								2.00						0.00

		11.00								3.00						0.00

		12.00								9.00						0.00

		13.00								1.00						0.00

		14.00								5.00						5.00

		15.00								4.00						0.00

		16.00								3.00						0.00
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										3.00

										8.00

										3.00

										3.00

										8.00

										0.00

								Company's link		28.00

										0.00

										17.00

										0.00

								Temporary contracts		4.00

								Part time contracts		45.00

								Temporary agency workers		28.00

								Collective agreements company		27.00

										0.00

										0.00

								Sector level		25.00

										0.00

										0.00

								National level		25.00

										0.00

										0.00

								Other level		21.00

										0.00

										0.00

								Union representation		25.00

										0.00

										0.00

								Staff representation		24.00

										0.00

										0.00

								H&S representation		26.00

										0.00

										0.00

		5.00						Staff numbers		0.00

		10.00								4.00

		20.00								3.00

		30.00								1.00

		40.00								1.00

		50.00								7.00

		100.00								5.00

		150.00								1.00

		200.00								11.00

		250.00								1.00

		500.00								4.00

		1000.00								7.00

										2.00

								Type of centre		4.00

		1.00								29.00

		2.00								14.00

		3.00								0.00

		4.00

								Orientation overall

								B2B		3.00

								Both		47.00

								B2C		39.00

								B2E		13.00

		40.00						Hours		10.00

		50.00								1.00

		60.00								8.00

		70.00								0.00

		80.00								1.00

		90.00								8.00

		100.00								1.00

		168.00								16.00

										1.00
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		Territory

		Capital		13.00

		Attractive town		20

		Unattractive town or remote rural area		13

		Downtown		16

		Suburban		20

		Swedish		1

		Spanish		3

		Portuguese		1
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		Italian		3

		Greek		0

		German		4

		French		5

		Finnish		0

		English		47

		Dutch		0
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		Bulgarian		0
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		Voluntary sector/NGO		3.00

		Travel		3.00

		Telecommunications		8.00

		Retail		2.00

		Research		3.00

		Outsourced call centre services		3.00

		Other		8.00

		Media		3.00

		Local Government		4.00

		Information Technology		5.00

		Health		1.00

		Financial Services		9.00

		Entertainment		3.00

		Energy		2.00

		Education		1.00

		Central government		1.00

				Accounts		Booking appointments		Counselling		Customer service		Debt collection		Process financial transactions		Provide standard information		Sales		Taking customers orders		Technical support		Other

		Inbound		0		5		7.00		15		3		2		13		8		10		5		1

		Outbound		6		0		0.00		0		0		0		0		0		0		0		0

		Both		7		9		9.00		21		5		8		18		18		15		11		6
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		Up to 5		0
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		Up to 40		1
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		Up to 150		1

		Up to 200		11

		Up to 250		1
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		Centre type
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		Subsidiary		29

		Independent service provider		14

		B2B		4.00

		B2B and B2C		28.00

		B2C		14.00

		B2C and B2B and B2E		1.00

		Linked to other call centres		28

		Autonomous		17

		Opening hours		Frequency

		Up to 40		10.00

		Up to 50		1.00

		Up to 60		8.00
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		Contact ID		Country		Code CC
lfd. Nr.		Company Name		Address		Postal code		City		Phone		Email		Region		Territory		Localisation		Attractiveness		Languages 1		Languages 2		Languages 3		Languages 4		Location		Main act 1		Main act. 2		Main act. 3		Company's link		Accounts/billing		Inbound		Outbound		Tech1		Level		Target		Booking appointment		Inbound		Outbound		Tech1		Level		Target		Counselling/advice		Inbound		Outbound		Tech1		Level		Target		Cusotmer services		Inbound		Outbound		Tech1		Level		Target		Debt collection		Inbound		Outbound		Tech1		Level		Target		Process financial transaction		Inbound		Outbound		Tech1		Level		Target		Providing standard information		Inbound		Outbound		Tech1		Level		Target		Sales		Inbound		Outbound		Tech1		Level		Target		Taking customers orders		Inbound		Outbound		Tech1		Level		Target		Technical support		Inbound		Outbound		Tech1		Level		Target		other		Inbound		Outbound		Tech1		Level		Target		Hours per week		Total employees		Full time		Women		Total women full time		Permanent staff		Permanent full time		Temporary staff		Temporaryt full time		Part time contracts		Equivalent		Temporary
agency workers		Equivalent		Company level		Sector level		National level		Other level		Union rep		Workplace rep		Health and safety

		1		UK																UKG		1.00		1.00				6.00								2.00		3.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00																																						1.00		1.00				1.00		2.00		1.00																																																		40.00		700.00		500		500		400		600		400.00		100		100.00		1.00				1.00				1.00		1.00		1.00				1.00		1.00		1.00

		2		UK																UKD		2.00		2.00				6.00								3.00		5.00						3.00																																						1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00				1.00		2.00		1.00																										40.00		10.00		6		8		4		10		6.00						1.00

		3		UK																UKN		3.00						6.00								3.00		13.00		7.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		40.00		40.00		35		40		35		40		35.00		2				1.00				2.00				1.00								1.00		1.00		1.00

		4		UK																UKJ		2.00		1.00				6.00								3.00		8.00						3.00														1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00																										1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00																										60.00		45.00		35		25		20		30		25.00						1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		5		UK																UKD		3.00						6.00								3.00		15.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00		1.00		1.00		1.00		1.00		2.00		2.00																										1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00		40.00		10.00		8		9		8		10		8.00						1.00								1.00								1.00		1.00		1.00

		6		UK																UKK		2.00		1.00				6.00		10.00		9.00		7.00		2.00		10.00		7.00				1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										168.00		200.00		180		160		140		100		80.00						1.00				1.00

		7		UK																UKC		2.00		1.00				6.00								2.00		15.00						3.00														1.00		1.00				3.00		1.00		2.00		1.00		1.00				3.00		1.00		2.00		1.00		1.00				3.00		1.00		2.00																										1.00		1.00				3.00		1.00		2.00														1.00		1.00				3.00		1.00		2.00																										40.00		50.00		40		38		30										1.00				1.00				1.00								1.00		1.00		1.00

		8		UK																UKJ		2.00		1.00				6.00								3.00		8.00						3.00																																						1.00		1.00		1.00		1.00		2.00		2.00																																																																										1.00		1.00		1.00		1.00		2.00		2.00		60.00		10.00		9		8		7						10		9.00		1.00				2.00				1.00		1.00		1.00		1.00		1.00				1.00

		9		UK																UKJ		2.00		2.00				6.00								3.00		8.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00																																						1.00		1.00		1.00		1.00		2.00		2.00																																																		60.00		10.00		7		8		5		10								1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		10		UK																UKI		1.00		2.00				6.00								3.00		5.00		14.00																														1.00		1.00				3.00		2.00		2.00		1.00		1.00				3.00		2.00		2.00														1.00		1.00				3.00		2.00		2.00														1.00		1.00				3.00		2.00		2.00		1.00		1.00				3.00		2.00		2.00																										84.00		200.00		180		160		140		200		180.00						1.00

		11		UK																UKF		2.00		1.00				6.00								2.00		3.00						1.00		1.00		1.00				3.00		2.00		2.00																										1.00		1.00				3.00		2.00		2.00																										1.00		1.00				3.00		2.00		2.00																																																		90.00		450.00		420		430		410										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		12		UK																UKE		3.00		1.00				6.00								2.00		5.00						1.00																																						1.00		1.00		1.00		3.00		2.00		2.00																																						1.00		1.00		1.00		3.00		2.00		2.00																																						420.00		390.00		360		340												1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		13		UK																UKD		2.00		2.00				6.00								2.00		13.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		1.50																																						90.00		680.00		600		370		300										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		14		UK																UKD		1.00		1.00				6.00								2.00		13.00						1.00																																						1.00		1.00		1.00		2.00		2.00		1.50																										1.00		1.00		1.00		2.00		2.00		1.50		1.00		1.00		1.00		2.00		2.00		1.50		1.00		1.00		1.00		2.00		2.00		1.50																												750.00		650		600		500										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		15		UK																UKD		2.00		2.00				6.00								2.00		13.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		1.50																																						90.00		700.00		600		350		250										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		16		UK																UKG		3.00		1.00				6.00								2.00		16.00						3.00		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50														1.00		1.00				2.00		2.00		1.50																																																		105.00		200.00		150		170		130		200		150.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		17		UK																UKN		3.00		3.00				6.00								2.00		13.00		9.00				1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00																										1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00														90.00		150.00		130		80		70		150								1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		18		UK																UKI		1.00		1.00				6.00		9.00		15.00				2.00		14.00		16.00		12.00		1.00														1.00		1.00		1.00		2.00		2.00		1.50														1.00		1.00		1.00		2.00		2.00		1.50																																																																										1.00		1.00		1.00		2.00		2.00		1.50		168.00		75.00		65		40		35		75								1.00

		19		UK																UKD		2.00		2.00				6.00								3.00		11.00						3.00		1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50																																						1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										40.00		450.00		400		400		370										1.00				1.00

		20		UK																UKC		3.00						6.00								2.00		10.00						1.00														1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50														90.00		80.00		70		65		55										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		21		UK																UKG		1.00		2.00				6.00								3.00		14.00						1.00																																						1.00		1.00				2.00		2.00		2.00																																						1.00		1.00				2.00		2.00		2.00																																						140.00		600.00		450		500		400										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		22		UK																UKD		3.00		2.00				6.00		9.00		4.00		7.00		2.00		10.00		5.00				1.00														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														168.00		600.00		480		550		460										1.00				1.00

		23		UK																UKE		2.00		2.00				6.00								2.00		9.00						1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														90.00		180.00		170		170		160		180		170.00						1.00								1.00		1.00		1.00								1.00

		24		UK																UKE4		2.00		2.00				6.00								2.00		13.00						3.00																																						1.00		1.00				2.00		2.00		1.50																																						1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50														168.00		42.00		40		22		20		42		40.00						2.00				2.00

		25		UK																UKF		3.00						6.00								2.00		16.00						1.00																										1.00		1.00				2.00		2.00		2.00		1.00		1.00				2.00		2.00		2.00																										1.00		1.00				2.00		2.00		2.00																																																		40.00		22.00		20		15		13		22								1.00				2.00				1.00		1.00		1.00

		26		UK																UKD		2.00		2.00				6.00								1.00		5.00						1.00																																						1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														100.00		190.00		150		100		80		190		150.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		27		UK																UKJ		3.00						6.00								2.00		13.00						1.00																																																																																																														1.00		1.00		1.00		2.00		2.00		1.50														75.00		190.00		170		140		120		190		170.00						1.00				2.00

		28		UK																UKH		2.00		1.00				6.00		4.00		9.00		10.00		1.00		5.00						1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50														168.00		1050.00		850		750		530										1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		29		UK																UKI		1.00		2.00				6.00								2.00		16.00						1.00																																																																																						1.00		1.00				2.00		2.00		1.00																																						60.00		20.00		18		17		15		20		18.00						1.00

		30		UK																UKD		2.00		1.00				6.00								2.00		5.00						1.00		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														90.00		220.00		180		190		165		220		180.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		31		UK																UKJ		3.00						6.00								2.00		5.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		2.00																																						60.00		50.00		45		45		40		50		45.00						1.00				2.00				1.00		1.00		1.00

		32		UK																UKH		3.00						6.00								2.00		16.00						3.00		1.00		1.00				3.00		1.00		1.50																																																																																																																										60.00		100.00		60		90		55		100		60.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		33		UK																UKL		1.00		2.00				6.00		15.00						3.00		6.00																																1.00		1.00				1.00		2.00		2.00																																						1.00		1.00				1.00		2.00		2.00														1.00		1.00				1.00		2.00		2.00																										168.00		45.00		40		40		35		45		40.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		34		UK																UKK		4.00						6.00								2.00		16.00						1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00																										1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		168.00		12.00		5		10		4		1				11				1.00				1.00

		35		UK																UKI		1.00		2.00				6.00		15.00						1.00		8.00						3.00																																						1.00		1.00				3.00		2.00		2.00																																																																																						40.00		45.00		40		35		30										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		36		UK																UKL		1.00		2.00				6.00		15.00						2.00		5.00						1.00		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50														1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50																										1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		40.00		160.00		140		135		115										1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		37		UK																UKJ		3.00						6.00								3.00		7.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														168.00		410.00		400		60		58		410		400.00						1.00

		38		UK																UKI		1.00		2.00				6.00								3.00		15.00						3.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		60.00		18.00		15		15		12										1.00				1.00						1.00		1.00		1.00		1.00		1.00		1.00

		39		UK																UKG		2.00		1.00				6.00								2.00		12.00		16.00				1.00		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										110.00		46.00		44		23		21		46		44.00						1.00

		40		UK																UKD		3.00						6.00								2.00		12.00		16.00				3.00																										1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00																										1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00																										56.00		70.00		40		67		37										1.00				2.00

		41		UK																UKI		1.00		2.00				6.00								2.00		13.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														150.00		180.00		160		90		80		180		160.00						1.00

		42		UK																UKI		1.00		2.00				6.00								3.00		7.00						3.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														48.00		650.00		600		350		320		650		600.00						1.00				2.00

		43		UK																UKD		2.00		2.00				6.00		9.00		4.00		7.00		3.00		7.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																																						1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50														168.00		80.00		70		15		12		80		70.00						1.00

		44		UK																UKD		2.00		1.00				6.00								2.00		4.00						3.00																																						1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										112.00		200.00		160		110		85

		45		UK																UKD		2.00		1.00				6.00								2.00		4.00						3.00																																						1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										112.00		200.00		160		110		85

		46		UK																UKI		1.00		1.00				6.00								1.00		1.00						1.00																																																																																																		1.00		1.00				2.00		2.00		1.50																										40.00		160.00		140		150		120		160		140.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		47		UK																UK4		2.00		2.00				6.00		15.00						2.00		9.00		4.00		11.00		1.00		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										168.00		1700.00		1000		1400		650		600								1.00

								Frequency of capital city		13.00

		Frequency								20.00				Language		0.00																												How many?		13.00		13.00		7.00								14.00		14.00		9.00		21.00						16.00		16.00		9.00		22.00						36.00		36.00		21.00		55.00						8.00		8.00		5.00		12.00						10.00		10.00		8.00		14.00						31.00		31.00		18.00		42.00						26.00		26.00		18.00								25.00		25.00		15.00								16.00		16.00		11.00								7.00		7.00		6.00								4642.00		12440.00		10092		9000		6631		4611		3171.00		123		109.00		46.00		0.00		40.00		0.00

		1.00								13.00						0.00																												% of total		0.26												0.28		0.28										0.32		0.32										0.72		0.72										0.16		0.16										0.20		0.20										0.62		0.62										0.52		0.52										0.50		0.50										0.32		0.32										0.14		0.14										100.91		253.88		206		184		135		94		64.71		3		2.22		0.94		0.00		0.82		0.00

		2.00								1.00						0.00																																																																																																																																																																						81		72		53		37		25.49		1		0.88		0.37		0.00		0.32		0.00

		3.00								0.00						3.00																												1.00		B2B										1.00		1.00		B2B								2.00		1.00		B2B								1.00		1.00		B2B								3.00		1.00		B2B								0.00		1.00		B2B								1.00		1.00		B2B								4.00		1.00		B2B								3.00		1.00		B2B								3.00		1.00		B2B								2.00		1.00		B2B								1.00

		4.00						Frequency of downtown or suburban		16.00						0.00																												1.50		Both										11.00		1.50		Both								10.00		1.50		Both								7.00		1.50		Both								22.00		1.50		Both								8.00		1.50		Both								8.00		1.50		Both								19.00		1.50		Both								18.00		1.50		Both								16.00		1.50		Both								14.00		1.50		Both								4.00

		5.00						(one no answer)		20.00						47.00																												2.00		B2C										1.00		2.00		B2C								2.00		2.00		B2C								8.00		2.00		B2C								11.00		2.00		B2C								0.00		2.00		B2C								1.00		2.00		B2C								8.00		2.00		B2C								5.00		2.00		B2C								6.00		2.00		B2C								0.00		2.00		B2C								2.00

		6.00								1.00						3.00																														Inbound		0.00								0.00				Inbound		5.00						0.00				Inbound		7.00						0.00				Inbound		15.00						0.00				Inbound		3.00						0.00				Inbound		2.00						0.00				Inbound		13.00						0.00				Inbound		8.00						0.00				Inbound		10.00						0.00				Inbound		5.00						0.00				Inbound		1.00						0.00

		7.00								0.00						0.00																														Outbound		6.00												Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00

		8.00						Frequency of activity		1.00						5.00																														Both		7.00												Both		9.00										Both		9.00										Both		21.00										Both		5.00										Both		8.00										Both		18.00										Both		18.00										Both		15.00										Both		11.00										Both		6.00

		9.00								1.00						2.00

		10.00								2.00						0.00

		11.00								3.00						0.00

		12.00								9.00						0.00

		13.00								1.00						0.00

		14.00								5.00						5.00

		15.00								4.00						0.00

		16.00								3.00						0.00

										3.00

										2.00

										3.00

										8.00

										3.00

										3.00

										8.00

										0.00

								Company's link		28.00

										0.00

										17.00

										0.00

								Temporary contracts		4.00

								Part time contracts		45.00

								Temporary agency workers		28.00

								Collective agreements company		27.00

										0.00

										0.00

								Sector level		25.00

										0.00

										0.00

								National level		25.00

										0.00

										0.00

								Other level		21.00

										0.00

										0.00

								Union representation		25.00

										0.00

										0.00

								Staff representation		24.00

										0.00

										0.00

								H&S representation		26.00

										0.00

										0.00

		5.00						Staff numbers		0.00

		10.00								4.00

		20.00								3.00

		30.00								1.00

		40.00								1.00

		50.00								7.00

		100.00								5.00

		150.00								1.00

		200.00								11.00

		250.00								1.00

		500.00								4.00

		1000.00								7.00

										2.00

								Type of centre		4.00

		1.00								29.00

		2.00								14.00

		3.00								0.00

		4.00

								Orientation overall

								B2B		3.00

								Both		47.00

								B2C		39.00

								B2E		13.00

		40.00						Hours		10.00

		50.00								1.00

		60.00								8.00

		70.00								0.00

		80.00								1.00

		90.00								8.00

		100.00								1.00

		168.00								16.00

										1.00
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Graphs

		Territory

		Capital		13.00

		Attractive town		20

		Unattractive town or remote rural area		13

		Downtown		16

		Suburban		20

		Swedish		1

		Spanish		3

		Portuguese		1

		Other		5

		Maltese		0

		Italian		3

		Greek		0

		German		4

		French		5

		Finnish		0

		English		47

		Dutch		0

		Danish		0

		Bulgarian		0

		Arabic		0

				0

		Voluntary sector/NGO		3.00

		Travel		3.00

		Telecommunications		8.00

		Retail		2.00

		Research		3.00

		Outsourced call centre services		3.00

		Other		8.00

		Media		3.00

		Local Government		4.00

		Information Technology		5.00

		Health		1.00

		Financial Services		9.00

		Entertainment		3.00

		Energy		2.00

		Education		1.00

		Central government		1.00

				Accounts		Booking appointments		Counselling		Customer service		Debt collection		Process financial transactions		Provide standard information		Sales		Taking customers orders		Technical support		Other

		Inbound		0		5		7.00		15		3		2		13		8		10		5		1

		Outbound		6		0		0.00		0		0		0		0		0		0		0		0

		Both		7		9		9.00		21		5		8		18		18		15		11		6

		Centre size		Frequency

		Up to 5		0

		Up to 10		4

		Up to 20		3

		Up to 30		1

		Up to 40		1

		Up to 50		7

		Up to 100		5

		Up to 150		1

		Up to 200		11

		Up to 250		1

		Up to 500		4

		Up to 1000		7

		Over 1000		2

		Centre type

		In a parent company		4

		Subsidiary		29

		Independent service provider		14

		B2B		4.00

		B2B and B2C		28.00

		B2C		14.00

		B2C and B2B and B2E		1.00

		Linked to other call centres		28

		Autonomous		17

		Opening hours		Frequency

		Up to 40		10.00

		Up to 50		1.00

		Up to 60		8.00

		Up to 70		0.00

		Up to 80		1.00

		Up to 90		8.00

		Up to 100		1.00

		24 x 7		16.00

				1

		Agreements

		Company		27

		Sector		27

		National		25

		Other		21
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		Contact ID		Country		Code CC
lfd. Nr.		Company Name		Address		Postal code		City		Phone		Email		Region		Territory		Localisation		Attractiveness		Languages 1		Languages 2		Languages 3		Languages 4		Location		Main act 1		Main act. 2		Main act. 3		Company's link		Accounts/billing		Inbound		Outbound		Tech1		Level		Target		Booking appointment		Inbound		Outbound		Tech1		Level		Target		Counselling/advice		Inbound		Outbound		Tech1		Level		Target		Cusotmer services		Inbound		Outbound		Tech1		Level		Target		Debt collection		Inbound		Outbound		Tech1		Level		Target		Process financial transaction		Inbound		Outbound		Tech1		Level		Target		Providing standard information		Inbound		Outbound		Tech1		Level		Target		Sales		Inbound		Outbound		Tech1		Level		Target		Taking customers orders		Inbound		Outbound		Tech1		Level		Target		Technical support		Inbound		Outbound		Tech1		Level		Target		other		Inbound		Outbound		Tech1		Level		Target		Hours per week		Total employees		Full time		Women		Total women full time		Permanent staff		Permanent full time		Temporary staff		Temporaryt full time		Part time contracts		Equivalent		Temporary
agency workers		Equivalent		Company level		Sector level		National level		Other level		Union rep		Workplace rep		Health and safety

		1		UK																UKG		1.00		1.00				6.00								2.00		3.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00																																						1.00		1.00				1.00		2.00		1.00																																																		40.00		700.00		500		500		400		600		400.00		100		100.00		1.00				1.00				1.00		1.00		1.00				1.00		1.00		1.00

		2		UK																UKD		2.00		2.00				6.00								3.00		5.00						3.00																																						1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00				1.00		2.00		1.00																										40.00		10.00		6		8		4		10		6.00						1.00

		3		UK																UKN		3.00						6.00								3.00		13.00		7.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		40.00		40.00		35		40		35		40		35.00		2				1.00				2.00				1.00								1.00		1.00		1.00

		4		UK																UKJ		2.00		1.00				6.00								3.00		8.00						3.00														1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00																										1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00																										60.00		45.00		35		25		20		30		25.00						1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		5		UK																UKD		3.00						6.00								3.00		15.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00		1.00		1.00		1.00		1.00		2.00		2.00																										1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00		40.00		10.00		8		9		8		10		8.00						1.00								1.00								1.00		1.00		1.00

		6		UK																UKK		2.00		1.00				6.00		10.00		9.00		7.00		2.00		10.00		7.00				1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										168.00		200.00		180		160		140		100		80.00						1.00				1.00

		7		UK																UKC		2.00		1.00				6.00								2.00		15.00						3.00														1.00		1.00				3.00		1.00		2.00		1.00		1.00				3.00		1.00		2.00		1.00		1.00				3.00		1.00		2.00																										1.00		1.00				3.00		1.00		2.00														1.00		1.00				3.00		1.00		2.00																										40.00		50.00		40		38		30										1.00				1.00				1.00								1.00		1.00		1.00

		8		UK																UKJ		2.00		1.00				6.00								3.00		8.00						3.00																																						1.00		1.00		1.00		1.00		2.00		2.00																																																																										1.00		1.00		1.00		1.00		2.00		2.00		60.00		10.00		9		8		7						10		9.00		1.00				2.00				1.00		1.00		1.00		1.00		1.00				1.00

		9		UK																UKJ		2.00		2.00				6.00								3.00		8.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00																																						1.00		1.00		1.00		1.00		2.00		2.00																																																		60.00		10.00		7		8		5		10								1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		10		UK																UKI		1.00		2.00				6.00								3.00		5.00		14.00																														1.00		1.00				3.00		2.00		2.00		1.00		1.00				3.00		2.00		2.00														1.00		1.00				3.00		2.00		2.00														1.00		1.00				3.00		2.00		2.00		1.00		1.00				3.00		2.00		2.00																										84.00		200.00		180		160		140		200		180.00						1.00

		11		UK																UKF		2.00		1.00				6.00								2.00		3.00						1.00		1.00		1.00				3.00		2.00		2.00																										1.00		1.00				3.00		2.00		2.00																										1.00		1.00				3.00		2.00		2.00																																																		90.00		450.00		420		430		410										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		12		UK																UKE		3.00		1.00				6.00								2.00		5.00						1.00																																						1.00		1.00		1.00		3.00		2.00		2.00																																						1.00		1.00		1.00		3.00		2.00		2.00																																						420.00		390.00		360		340												1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		13		UK																UKD		2.00		2.00				6.00								2.00		13.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		1.50																																						90.00		680.00		600		370		300										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		14		UK																UKD		1.00		1.00				6.00								2.00		13.00						1.00																																						1.00		1.00		1.00		2.00		2.00		1.50																										1.00		1.00		1.00		2.00		2.00		1.50		1.00		1.00		1.00		2.00		2.00		1.50		1.00		1.00		1.00		2.00		2.00		1.50																												750.00		650		600		500										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		15		UK																UKD		2.00		2.00				6.00								2.00		13.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		1.50																																						90.00		700.00		600		350		250										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		16		UK																UKG		3.00		1.00				6.00								2.00		16.00						3.00		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50														1.00		1.00				2.00		2.00		1.50																																																		105.00		200.00		150		170		130		200		150.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		17		UK																UKN		3.00		3.00				6.00								2.00		13.00		9.00				1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00																										1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00														90.00		150.00		130		80		70		150								1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		18		UK																UKI		1.00		1.00				6.00		9.00		15.00				2.00		14.00		16.00		12.00		1.00														1.00		1.00		1.00		2.00		2.00		1.50														1.00		1.00		1.00		2.00		2.00		1.50																																																																										1.00		1.00		1.00		2.00		2.00		1.50		168.00		75.00		65		40		35		75								1.00

		19		UK																UKD		2.00		2.00				6.00								3.00		11.00						3.00		1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50																																						1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										40.00		450.00		400		400		370										1.00				1.00

		20		UK																UKC		3.00						6.00								2.00		10.00						1.00														1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50														90.00		80.00		70		65		55										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		21		UK																UKG		1.00		2.00				6.00								3.00		14.00						1.00																																						1.00		1.00				2.00		2.00		2.00																																						1.00		1.00				2.00		2.00		2.00																																						140.00		600.00		450		500		400										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		22		UK																UKD		3.00		2.00				6.00		9.00		4.00		7.00		2.00		10.00		5.00				1.00														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														168.00		600.00		480		550		460										1.00				1.00

		23		UK																UKE		2.00		2.00				6.00								2.00		9.00						1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														90.00		180.00		170		170		160		180		170.00						1.00								1.00		1.00		1.00								1.00

		24		UK																UKE4		2.00		2.00				6.00								2.00		13.00						3.00																																						1.00		1.00				2.00		2.00		1.50																																						1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50														168.00		42.00		40		22		20		42		40.00						2.00				2.00

		25		UK																UKF		3.00						6.00								2.00		16.00						1.00																										1.00		1.00				2.00		2.00		2.00		1.00		1.00				2.00		2.00		2.00																										1.00		1.00				2.00		2.00		2.00																																																		40.00		22.00		20		15		13		22								1.00				2.00				1.00		1.00		1.00

		26		UK																UKD		2.00		2.00				6.00								1.00		5.00						1.00																																						1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														100.00		190.00		150		100		80		190		150.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		27		UK																UKJ		3.00						6.00								2.00		13.00						1.00																																																																																																														1.00		1.00		1.00		2.00		2.00		1.50														75.00		190.00		170		140		120		190		170.00						1.00				2.00

		28		UK																UKH		2.00		1.00				6.00		4.00		9.00		10.00		1.00		5.00						1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50														168.00		1050.00		850		750		530										1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		29		UK																UKI		1.00		2.00				6.00								2.00		16.00						1.00																																																																																						1.00		1.00				2.00		2.00		1.00																																						60.00		20.00		18		17		15		20		18.00						1.00

		30		UK																UKD		2.00		1.00				6.00								2.00		5.00						1.00		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														90.00		220.00		180		190		165		220		180.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		31		UK																UKJ		3.00						6.00								2.00		5.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		2.00																																						60.00		50.00		45		45		40		50		45.00						1.00				2.00				1.00		1.00		1.00

		32		UK																UKH		3.00						6.00								2.00		16.00						3.00		1.00		1.00				3.00		1.00		1.50																																																																																																																										60.00		100.00		60		90		55		100		60.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		33		UK																UKL		1.00		2.00				6.00		15.00						3.00		6.00																																1.00		1.00				1.00		2.00		2.00																																						1.00		1.00				1.00		2.00		2.00														1.00		1.00				1.00		2.00		2.00																										168.00		45.00		40		40		35		45		40.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		34		UK																UKK		4.00						6.00								2.00		16.00						1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00																										1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		168.00		12.00		5		10		4		1				11				1.00				1.00

		35		UK																UKI		1.00		2.00				6.00		15.00						1.00		8.00						3.00																																						1.00		1.00				3.00		2.00		2.00																																																																																						40.00		45.00		40		35		30										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		36		UK																UKL		1.00		2.00				6.00		15.00						2.00		5.00						1.00		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50														1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50																										1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		40.00		160.00		140		135		115										1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		37		UK																UKJ		3.00						6.00								3.00		7.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														168.00		410.00		400		60		58		410		400.00						1.00

		38		UK																UKI		1.00		2.00				6.00								3.00		15.00						3.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		60.00		18.00		15		15		12										1.00				1.00						1.00		1.00		1.00		1.00		1.00		1.00

		39		UK																UKG		2.00		1.00				6.00								2.00		12.00		16.00				1.00		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										110.00		46.00		44		23		21		46		44.00						1.00

		40		UK																UKD		3.00						6.00								2.00		12.00		16.00				3.00																										1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00																										1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00																										56.00		70.00		40		67		37										1.00				2.00

		41		UK																UKI		1.00		2.00				6.00								2.00		13.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														150.00		180.00		160		90		80		180		160.00						1.00

		42		UK																UKI		1.00		2.00				6.00								3.00		7.00						3.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														48.00		650.00		600		350		320		650		600.00						1.00				2.00

		43		UK																UKD		2.00		2.00				6.00		9.00		4.00		7.00		3.00		7.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																																						1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50														168.00		80.00		70		15		12		80		70.00						1.00

		44		UK																UKD		2.00		1.00				6.00								2.00		4.00						3.00																																						1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										112.00		200.00		160		110		85

		45		UK																UKD		2.00		1.00				6.00								2.00		4.00						3.00																																						1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										112.00		200.00		160		110		85

		46		UK																UKI		1.00		1.00				6.00								1.00		1.00						1.00																																																																																																		1.00		1.00				2.00		2.00		1.50																										40.00		160.00		140		150		120		160		140.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		47		UK																UK4		2.00		2.00				6.00		15.00						2.00		9.00		4.00		11.00		1.00		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										168.00		1700.00		1000		1400		650		600								1.00

								Frequency of capital city		13.00

		Frequency								20.00				Language		0.00																												How many?		13.00		13.00		7.00								14.00		14.00		9.00		21.00						16.00		16.00		9.00		22.00						36.00		36.00		21.00		55.00						8.00		8.00		5.00		12.00						10.00		10.00		8.00		14.00						31.00		31.00		18.00		42.00						26.00		26.00		18.00								25.00		25.00		15.00								16.00		16.00		11.00								7.00		7.00		6.00								4642.00		12440.00		10092		9000		6631		4611		3171.00		123		109.00		46.00		0.00		40.00		0.00

		1.00								13.00						0.00																												% of total		0.26												0.28		0.28										0.32		0.32										0.72		0.72										0.16		0.16										0.20		0.20										0.62		0.62										0.52		0.52										0.50		0.50										0.32		0.32										0.14		0.14										100.91		264.68		206		184		135		94		64.71		3		2.22		0.94		0.00		0.82		0.00

		2.00								1.00						0.00																																																																																																																																																																						81		72		53		37		25.49		1		0.88		0.37		0.00		0.32		0.00

		3.00								0.00						3.00																												1.00		B2B										1.00		1.00		B2B								2.00		1.00		B2B								1.00		1.00		B2B								3.00		1.00		B2B								0.00		1.00		B2B								1.00		1.00		B2B								4.00		1.00		B2B								3.00		1.00		B2B								3.00		1.00		B2B								2.00		1.00		B2B								1.00

		4.00						Frequency of downtown or suburban		16.00						0.00																												1.50		Both										11.00		1.50		Both								10.00		1.50		Both								7.00		1.50		Both								22.00		1.50		Both								8.00		1.50		Both								8.00		1.50		Both								19.00		1.50		Both								18.00		1.50		Both								16.00		1.50		Both								14.00		1.50		Both								4.00

		5.00						(one no answer)		20.00						47.00																												2.00		B2C										1.00		2.00		B2C								2.00		2.00		B2C								8.00		2.00		B2C								11.00		2.00		B2C								0.00		2.00		B2C								1.00		2.00		B2C								8.00		2.00		B2C								5.00		2.00		B2C								6.00		2.00		B2C								0.00		2.00		B2C								2.00

		6.00								1.00						3.00																														Inbound		0.00								0.00				Inbound		5.00						0.00				Inbound		7.00						0.00				Inbound		15.00						0.00				Inbound		3.00						0.00				Inbound		2.00						0.00				Inbound		13.00						0.00				Inbound		8.00						0.00				Inbound		10.00						0.00				Inbound		5.00						0.00				Inbound		1.00						0.00

		7.00								0.00						0.00																														Outbound		6.00												Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00

		8.00						Frequency of activity		1.00						5.00																														Both		7.00												Both		9.00										Both		9.00										Both		21.00										Both		5.00										Both		8.00										Both		18.00										Both		18.00										Both		15.00										Both		11.00										Both		6.00

		9.00								1.00						2.00

		10.00								2.00						0.00

		11.00								3.00						0.00

		12.00								9.00						0.00

		13.00								1.00						0.00

		14.00								5.00						5.00

		15.00								4.00						0.00

		16.00								3.00						0.00

										3.00

										2.00

										3.00

										8.00

										3.00

										3.00

										8.00

										0.00

								Company's link		28.00

										0.00

										17.00

										0.00

								Temporary contracts		4.00

								Part time contracts		45.00

								Temporary agency workers		28.00

								Collective agreements company		27.00

										0.00

										0.00

								Sector level		25.00

										0.00

										0.00

								National level		25.00

										0.00

										0.00

								Other level		21.00

										0.00

										0.00

								Union representation		25.00

										0.00

										0.00

								Staff representation		24.00

										0.00

										0.00

								H&S representation		26.00

										0.00

										0.00

		5.00						Staff numbers		0.00

		10.00								4.00

		20.00								3.00

		30.00								1.00

		40.00								1.00

		50.00								7.00

		100.00								5.00

		150.00								1.00

		200.00								11.00

		250.00								1.00

		500.00								4.00

		1000.00								7.00

										2.00

								Type of centre		4.00

		1.00								29.00

		2.00								14.00

		3.00								0.00

		4.00

								Orientation overall

								B2B		3.00

								Both		47.00

								B2C		39.00

								B2E		13.00

		40.00						Hours		10.00

		50.00								1.00

		60.00								8.00

		70.00								0.00

		80.00								1.00

		90.00								8.00

		100.00								1.00

		168.00								16.00

										1.00
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Graphs

		Territory

		Capital		13.00

		Attractive town		20

		Unattractive town or remote rural area		13

		Downtown		16

		Suburban		20

		Swedish		1

		Spanish		3

		Portuguese		1

		Other		5

		Maltese		0

		Italian		3

		Greek		0

		German		4

		French		5

		Finnish		0

		English		47

		Dutch		0

		Danish		0

		Bulgarian		0

		Arabic		0

				0

		Voluntary sector/NGO		3.00

		Travel		3.00

		Telecommunications		8.00

		Retail		2.00

		Research		3.00

		Outsourced call centre services		3.00

		Other		8.00

		Media		3.00

		Local Government		4.00

		Information Technology		5.00

		Health		1.00

		Financial Services		9.00

		Entertainment		3.00

		Energy		2.00

		Education		1.00

		Central government		1.00

				Accounts		Booking appointments		Counselling		Customer service		Debt collection		Process financial transactions		Provide standard information		Sales		Taking customers orders		Technical support		Other

		Inbound		0		5		7.00		15		3		2		13		8		10		5		1

		Outbound		6		0		0.00		0		0		0		0		0		0		0		0

		Both		7		9		9.00		21		5		8		18		18		15		11		6

		Centre size		Frequency

		Up to 5		0

		Up to 10		4

		Up to 20		3

		Up to 30		1

		Up to 40		1

		Up to 50		7

		Up to 100		5

		Up to 150		1

		Up to 200		11

		Up to 250		1

		Up to 500		4

		Up to 1000		7

		Over 1000		2

		Centre type

		In a parent company		4

		Subsidiary		29

		Independent service provider		14

		B2B		4.00

		B2B and B2C		28.00

		B2C		14.00

		B2C and B2B and B2E		1.00

		Linked to other call centres		28

		Autonomous		17

		Opening hours		Frequency

		Up to 40		10.00

		Up to 50		1.00

		Up to 60		8.00

		Up to 70		0.00

		Up to 80		1.00

		Up to 90		8.00

		Up to 100		1.00

		24 x 7		16.00

				1

		Agreements

		Company		27

		Sector		27

		National		25

		Other		21
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		Contact ID		Country		Code CC
lfd. Nr.		Company Name		Address		Postal code		City		Phone		Email		Region		Territory		Localisation		Attractiveness		Languages 1		Languages 2		Languages 3		Languages 4		Location		Main act 1		Main act. 2		Main act. 3		Company's link		Accounts/billing		Inbound		Outbound		Tech1		Level		Target		Booking appointment		Inbound		Outbound		Tech1		Level		Target		Counselling/advice		Inbound		Outbound		Tech1		Level		Target		Cusotmer services		Inbound		Outbound		Tech1		Level		Target		Debt collection		Inbound		Outbound		Tech1		Level		Target		Process financial transaction		Inbound		Outbound		Tech1		Level		Target		Providing standard information		Inbound		Outbound		Tech1		Level		Target		Sales		Inbound		Outbound		Tech1		Level		Target		Taking customers orders		Inbound		Outbound		Tech1		Level		Target		Technical support		Inbound		Outbound		Tech1		Level		Target		other		Inbound		Outbound		Tech1		Level		Target		Hours per week		Total employees		Full time		Women		Total women full time		Permanent staff		Permanent full time		Temporary staff		Temporaryt full time		Part time contracts		Equivalent		Temporary
agency workers		Equivalent		Company level		Sector level		National level		Other level		Union rep		Workplace rep		Health and safety

		1		UK																UKG		1.00		1.00				6.00								2.00		3.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00																																						1.00		1.00				1.00		2.00		1.00																																																		40.00		700.00		500		500		400		600		400.00		100		100.00		1.00				1.00				1.00		1.00		1.00				1.00		1.00		1.00

		2		UK																UKD		2.00		2.00				6.00								3.00		5.00						3.00																																						1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00				1.00		2.00		1.00																										40.00		10.00		6		8		4		10		6.00						1.00

		3		UK																UKN		3.00						6.00								3.00		13.00		7.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		40.00		40.00		35		40		35		40		35.00		2				1.00				2.00				1.00								1.00		1.00		1.00

		4		UK																UKJ		2.00		1.00				6.00								3.00		8.00						3.00														1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00																										1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00																										60.00		45.00		35		25		20		30		25.00						1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		5		UK																UKD		3.00						6.00								3.00		15.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00		1.00		1.00		1.00		1.00		2.00		2.00																										1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00		40.00		10.00		8		9		8		10		8.00						1.00								1.00								1.00		1.00		1.00

		6		UK																UKK		2.00		1.00				6.00		10.00		9.00		7.00		2.00		10.00		7.00				1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										168.00		200.00		180		160		140		100		80.00						1.00				1.00

		7		UK																UKC		2.00		1.00				6.00								2.00		15.00						3.00														1.00		1.00				3.00		1.00		2.00		1.00		1.00				3.00		1.00		2.00		1.00		1.00				3.00		1.00		2.00																										1.00		1.00				3.00		1.00		2.00														1.00		1.00				3.00		1.00		2.00																										40.00		50.00		40		38		30										1.00				1.00				1.00								1.00		1.00		1.00

		8		UK																UKJ		2.00		1.00				6.00								3.00		8.00						3.00																																						1.00		1.00		1.00		1.00		2.00		2.00																																																																										1.00		1.00		1.00		1.00		2.00		2.00		60.00		10.00		9		8		7						10		9.00		1.00				2.00				1.00		1.00		1.00		1.00		1.00				1.00

		9		UK																UKJ		2.00		2.00				6.00								3.00		8.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00																																						1.00		1.00		1.00		1.00		2.00		2.00																																																		60.00		10.00		7		8		5		10								1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		10		UK																UKI		1.00		2.00				6.00								3.00		5.00		14.00																														1.00		1.00				3.00		2.00		2.00		1.00		1.00				3.00		2.00		2.00														1.00		1.00				3.00		2.00		2.00														1.00		1.00				3.00		2.00		2.00		1.00		1.00				3.00		2.00		2.00																										84.00		200.00		180		160		140		200		180.00						1.00

		11		UK																UKF		2.00		1.00				6.00								2.00		3.00						1.00		1.00		1.00				3.00		2.00		2.00																										1.00		1.00				3.00		2.00		2.00																										1.00		1.00				3.00		2.00		2.00																																																		90.00		450.00		420		430		410										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		12		UK																UKE		3.00		1.00				6.00								2.00		5.00						1.00																																						1.00		1.00		1.00		3.00		2.00		2.00																																						1.00		1.00		1.00		3.00		2.00		2.00																																						420.00		390.00		360		340												1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		13		UK																UKD		2.00		2.00				6.00								2.00		13.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		1.50																																						90.00		680.00		600		370		300										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		14		UK																UKD		1.00		1.00				6.00								2.00		13.00						1.00																																						1.00		1.00		1.00		2.00		2.00		1.50																										1.00		1.00		1.00		2.00		2.00		1.50		1.00		1.00		1.00		2.00		2.00		1.50		1.00		1.00		1.00		2.00		2.00		1.50																												750.00		650		600		500										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		15		UK																UKD		2.00		2.00				6.00								2.00		13.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		1.50																																						90.00		700.00		600		350		250										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		16		UK																UKG		3.00		1.00				6.00								2.00		16.00						3.00		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50														1.00		1.00				2.00		2.00		1.50																																																		105.00		200.00		150		170		130		200		150.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		17		UK																UKN		3.00		3.00				6.00								2.00		13.00		9.00				1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00																										1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00														90.00		150.00		130		80		70		150								1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		18		UK																UKI		1.00		1.00				6.00		9.00		15.00				2.00		14.00		16.00		12.00		1.00														1.00		1.00		1.00		2.00		2.00		1.50														1.00		1.00		1.00		2.00		2.00		1.50																																																																										1.00		1.00		1.00		2.00		2.00		1.50		168.00		75.00		65		40		35		75								1.00

		19		UK																UKD		2.00		2.00				6.00								3.00		11.00						3.00		1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50																																						1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										40.00		450.00		400		400		370										1.00				1.00

		20		UK																UKC		3.00						6.00								2.00		10.00						1.00														1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50														90.00		80.00		70		65		55										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		21		UK																UKG		1.00		2.00				6.00								3.00		14.00						1.00																																						1.00		1.00				2.00		2.00		2.00																																						1.00		1.00				2.00		2.00		2.00																																						140.00		600.00		450		500		400										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		22		UK																UKD		3.00		2.00				6.00		9.00		4.00		7.00		2.00		10.00		5.00				1.00														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														168.00		600.00		480		550		460										1.00				1.00

		23		UK																UKE		2.00		2.00				6.00								2.00		9.00						1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														90.00		180.00		170		170		160		180		170.00						1.00								1.00		1.00		1.00								1.00

		24		UK																UKE4		2.00		2.00				6.00								2.00		13.00						3.00																																						1.00		1.00				2.00		2.00		1.50																																						1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50														168.00		42.00		40		22		20		42		40.00						2.00				2.00

		25		UK																UKF		3.00						6.00								2.00		16.00						1.00																										1.00		1.00				2.00		2.00		2.00		1.00		1.00				2.00		2.00		2.00																										1.00		1.00				2.00		2.00		2.00																																																		40.00		22.00		20		15		13		22								1.00				2.00				1.00		1.00		1.00

		26		UK																UKD		2.00		2.00				6.00								1.00		5.00						1.00																																						1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														100.00		190.00		150		100		80		190		150.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		27		UK																UKJ		3.00						6.00								2.00		13.00						1.00																																																																																																														1.00		1.00		1.00		2.00		2.00		1.50														75.00		190.00		170		140		120		190		170.00						1.00				2.00

		28		UK																UKH		2.00		1.00				6.00		4.00		9.00		10.00		1.00		5.00						1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50														168.00		1050.00		850		750		530										1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		29		UK																UKI		1.00		2.00				6.00								2.00		16.00						1.00																																																																																						1.00		1.00				2.00		2.00		1.00																																						60.00		20.00		18		17		15		20		18.00						1.00

		30		UK																UKD		2.00		1.00				6.00								2.00		5.00						1.00		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														90.00		220.00		180		190		165		220		180.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		31		UK																UKJ		3.00						6.00								2.00		5.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		2.00																																						60.00		50.00		45		45		40		50		45.00						1.00				2.00				1.00		1.00		1.00

		32		UK																UKH		3.00						6.00								2.00		16.00						3.00		1.00		1.00				3.00		1.00		1.50																																																																																																																										60.00		100.00		60		90		55		100		60.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		33		UK																UKL		1.00		2.00				6.00		15.00						3.00		6.00																																1.00		1.00				1.00		2.00		2.00																																						1.00		1.00				1.00		2.00		2.00														1.00		1.00				1.00		2.00		2.00																										168.00		45.00		40		40		35		45		40.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		34		UK																UKK		4.00						6.00								2.00		16.00						1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00																										1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		168.00		12.00		5		10		4		1				11				1.00				1.00

		35		UK																UKI		1.00		2.00				6.00		15.00						1.00		8.00						3.00																																						1.00		1.00				3.00		2.00		2.00																																																																																						40.00		45.00		40		35		30										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		36		UK																UKL		1.00		2.00				6.00		15.00						2.00		5.00						1.00		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50														1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50																										1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		40.00		160.00		140		135		115										1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		37		UK																UKJ		3.00						6.00								3.00		7.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														168.00		410.00		400		60		58		410		400.00						1.00

		38		UK																UKI		1.00		2.00				6.00								3.00		15.00						3.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		60.00		18.00		15		15		12										1.00				1.00						1.00		1.00		1.00		1.00		1.00		1.00

		39		UK																UKG		2.00		1.00				6.00								2.00		12.00		16.00				1.00		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										110.00		46.00		44		23		21		46		44.00						1.00

		40		UK																UKD		3.00						6.00								2.00		12.00		16.00				3.00																										1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00																										1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00																										56.00		70.00		40		67		37										1.00				2.00

		41		UK																UKI		1.00		2.00				6.00								2.00		13.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														150.00		180.00		160		90		80		180		160.00						1.00

		42		UK																UKI		1.00		2.00				6.00								3.00		7.00						3.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														48.00		650.00		600		350		320		650		600.00						1.00				2.00

		43		UK																UKD		2.00		2.00				6.00		9.00		4.00		7.00		3.00		7.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																																						1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50														168.00		80.00		70		15		12		80		70.00						1.00

		44		UK																UKD		2.00		1.00				6.00								2.00		4.00						3.00																																						1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										112.00		200.00		160		110		85

		45		UK																UKD		2.00		1.00				6.00								2.00		4.00						3.00																																						1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										112.00		200.00		160		110		85

		46		UK																UKI		1.00		1.00				6.00								1.00		1.00						1.00																																																																																																		1.00		1.00				2.00		2.00		1.50																										40.00		160.00		140		150		120		160		140.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		47		UK																UK4		2.00		2.00				6.00		15.00						2.00		9.00		4.00		11.00		1.00		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										168.00		1700.00		1000		1400		650		600								1.00

								Frequency of capital city		13.00

		Frequency								20.00				Language		0.00																												How many?		13.00		13.00		7.00								14.00		14.00		9.00		21.00						16.00		16.00		9.00		22.00						36.00		36.00		21.00		55.00						8.00		8.00		5.00		12.00						10.00		10.00		8.00		14.00						31.00		31.00		18.00		42.00						26.00		26.00		18.00								25.00		25.00		15.00								16.00		16.00		11.00								7.00		7.00		6.00								4642.00		12440.00		10092		9000		6631		4611		3171.00		123		109.00		46.00		0.00		40.00		0.00

		1.00								13.00						0.00																												% of total		0.26												0.28		0.28										0.32		0.32										0.72		0.72										0.16		0.16										0.20		0.20										0.62		0.62										0.52		0.52										0.50		0.50										0.32		0.32										0.14		0.14										100.91		264.68		206		184		135		94		64.71		3		2.22		0.94		0.00		0.82		0.00

		2.00								1.00						0.00																																																																																																																																																																						81		72		53		37		25.49		1		0.88		0.37		0.00		0.32		0.00

		3.00								0.00						3.00																												1.00		B2B										1.00		1.00		B2B								2.00		1.00		B2B								1.00		1.00		B2B								3.00		1.00		B2B								0.00		1.00		B2B								1.00		1.00		B2B								4.00		1.00		B2B								3.00		1.00		B2B								3.00		1.00		B2B								2.00		1.00		B2B								1.00

		4.00						Frequency of downtown or suburban		16.00						0.00																												1.50		Both										11.00		1.50		Both								10.00		1.50		Both								7.00		1.50		Both								22.00		1.50		Both								8.00		1.50		Both								8.00		1.50		Both								19.00		1.50		Both								18.00		1.50		Both								16.00		1.50		Both								14.00		1.50		Both								4.00

		5.00						(one no answer)		20.00						47.00																												2.00		B2C										1.00		2.00		B2C								2.00		2.00		B2C								8.00		2.00		B2C								11.00		2.00		B2C								0.00		2.00		B2C								1.00		2.00		B2C								8.00		2.00		B2C								5.00		2.00		B2C								6.00		2.00		B2C								0.00		2.00		B2C								2.00

		6.00								1.00						3.00																														Inbound		0.00								0.00				Inbound		5.00						0.00				Inbound		7.00						0.00				Inbound		15.00						0.00				Inbound		3.00						0.00				Inbound		2.00						0.00				Inbound		13.00						0.00				Inbound		8.00						0.00				Inbound		10.00						0.00				Inbound		5.00						0.00				Inbound		1.00						0.00

		7.00								0.00						0.00																														Outbound		6.00												Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00

		8.00						Frequency of activity		1.00						5.00																														Both		7.00												Both		9.00										Both		9.00										Both		21.00										Both		5.00										Both		8.00										Both		18.00										Both		18.00										Both		15.00										Both		11.00										Both		6.00

		9.00								1.00						2.00

		10.00								2.00						0.00

		11.00								3.00						0.00

		12.00								9.00						0.00

		13.00								1.00						0.00

		14.00								5.00						5.00

		15.00								4.00						0.00

		16.00								3.00						0.00

										3.00

										2.00

										3.00

										8.00

										3.00

										3.00

										8.00

										0.00

								Company's link		28.00

										0.00

										17.00

										0.00

								Temporary contracts		4.00

								Part time contracts		45.00

								Temporary agency workers		28.00

								Collective agreements company		27.00

										0.00

										0.00

								Sector level		25.00

										0.00

										0.00

								National level		25.00

										0.00

										0.00

								Other level		21.00

										0.00

										0.00

								Union representation		25.00

										0.00

										0.00

								Staff representation		24.00

										0.00

										0.00

								H&S representation		26.00

										0.00

										0.00

		5.00						Staff numbers		0.00

		10.00								4.00

		20.00								3.00

		30.00								1.00

		40.00								1.00

		50.00								7.00

		100.00								5.00

		150.00								1.00

		200.00								11.00

		250.00								1.00

		500.00								4.00

		1000.00								7.00

										2.00

								Type of centre		4.00

		1.00								29.00

		2.00								14.00

		3.00								0.00

		4.00

								Orientation overall

								B2B		3.00

								Both		47.00

								B2C		39.00

								B2E		13.00

		40.00						Hours		10.00

		50.00								1.00

		60.00								8.00

		70.00								0.00

		80.00								1.00

		90.00								8.00

		100.00								1.00

		168.00								16.00

										1.00
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		Territory
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		Travel		3.00
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		Inbound		0		5		7.00		15		3		2		13		8		10		5		1
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		Independent service provider		14
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		Contact ID		Country		Code CC
lfd. Nr.		Company Name		Address		Postal code		City		Phone		Email		Region		Territory		Localisation		Attractiveness		Languages 1		Languages 2		Languages 3		Languages 4		Location		Main act 1		Main act. 2		Main act. 3		Company's link		Accounts/billing		Inbound		Outbound		Tech1		Level		Target		Booking appointment		Inbound		Outbound		Tech1		Level		Target		Counselling/advice		Inbound		Outbound		Tech1		Level		Target		Cusotmer services		Inbound		Outbound		Tech1		Level		Target		Debt collection		Inbound		Outbound		Tech1		Level		Target		Process financial transaction		Inbound		Outbound		Tech1		Level		Target		Providing standard information		Inbound		Outbound		Tech1		Level		Target		Sales		Inbound		Outbound		Tech1		Level		Target		Taking customers orders		Inbound		Outbound		Tech1		Level		Target		Technical support		Inbound		Outbound		Tech1		Level		Target		other		Inbound		Outbound		Tech1		Level		Target		Hours per week		Total employees		Full time		Women		Total women full time		Permanent staff		Permanent full time		Temporary staff		Temporaryt full time		Part time contracts		Equivalent		Temporary
agency workers		Equivalent		Company level		Sector level		National level		Other level		Union rep		Workplace rep		Health and safety

		1		UK																UKG		1.00		1.00				6.00								2.00		3.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00																																						1.00		1.00				1.00		2.00		1.00																																																		40.00		700.00		500		500		400		600		400.00		100		100.00		1.00				1.00				1.00		1.00		1.00				1.00		1.00		1.00

		2		UK																UKD		2.00		2.00				6.00								3.00		5.00						3.00																																						1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00				1.00		2.00		1.00																										40.00		10.00		6		8		4		10		6.00						1.00

		3		UK																UKN		3.00						6.00								3.00		13.00		7.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		40.00		40.00		35		40		35		40		35.00		2				1.00				2.00				1.00								1.00		1.00		1.00

		4		UK																UKJ		2.00		1.00				6.00								3.00		8.00						3.00														1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00																										1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00																										60.00		45.00		35		25		20		30		25.00						1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		5		UK																UKD		3.00						6.00								3.00		15.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00		1.00		1.00		1.00		1.00		2.00		2.00																										1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00		40.00		10.00		8		9		8		10		8.00						1.00								1.00								1.00		1.00		1.00

		6		UK																UKK		2.00		1.00				6.00		10.00		9.00		7.00		2.00		10.00		7.00				1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										168.00		200.00		180		160		140		100		80.00						1.00				1.00

		7		UK																UKC		2.00		1.00				6.00								2.00		15.00						3.00														1.00		1.00				3.00		1.00		2.00		1.00		1.00				3.00		1.00		2.00		1.00		1.00				3.00		1.00		2.00																										1.00		1.00				3.00		1.00		2.00														1.00		1.00				3.00		1.00		2.00																										40.00		50.00		40		38		30										1.00				1.00				1.00								1.00		1.00		1.00

		8		UK																UKJ		2.00		1.00				6.00								3.00		8.00						3.00																																						1.00		1.00		1.00		1.00		2.00		2.00																																																																										1.00		1.00		1.00		1.00		2.00		2.00		60.00		10.00		9		8		7						10		9.00		1.00				2.00				1.00		1.00		1.00		1.00		1.00				1.00

		9		UK																UKJ		2.00		2.00				6.00								3.00		8.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00																																						1.00		1.00		1.00		1.00		2.00		2.00																																																		60.00		10.00		7		8		5		10								1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		10		UK																UKI		1.00		2.00				6.00								3.00		5.00		14.00																														1.00		1.00				3.00		2.00		2.00		1.00		1.00				3.00		2.00		2.00														1.00		1.00				3.00		2.00		2.00														1.00		1.00				3.00		2.00		2.00		1.00		1.00				3.00		2.00		2.00																										84.00		200.00		180		160		140		200		180.00						1.00

		11		UK																UKF		2.00		1.00				6.00								2.00		3.00						1.00		1.00		1.00				3.00		2.00		2.00																										1.00		1.00				3.00		2.00		2.00																										1.00		1.00				3.00		2.00		2.00																																																		90.00		450.00		420		430		410										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		12		UK																UKE		3.00		1.00				6.00								2.00		5.00						1.00																																						1.00		1.00		1.00		3.00		2.00		2.00																																						1.00		1.00		1.00		3.00		2.00		2.00																																						420.00		390.00		360		340												1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		13		UK																UKD		2.00		2.00				6.00								2.00		13.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		1.50																																						90.00		680.00		600		370		300										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		14		UK																UKD		1.00		1.00				6.00								2.00		13.00						1.00																																						1.00		1.00		1.00		2.00		2.00		1.50																										1.00		1.00		1.00		2.00		2.00		1.50		1.00		1.00		1.00		2.00		2.00		1.50		1.00		1.00		1.00		2.00		2.00		1.50																												750.00		650		600		500										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		15		UK																UKD		2.00		2.00				6.00								2.00		13.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		1.50																																						90.00		700.00		600		350		250										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		16		UK																UKG		3.00		1.00				6.00								2.00		16.00						3.00		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50														1.00		1.00				2.00		2.00		1.50																																																		105.00		200.00		150		170		130		200		150.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		17		UK																UKN		3.00		3.00				6.00								2.00		13.00		9.00				1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00																										1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00														90.00		150.00		130		80		70		150								1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		18		UK																UKI		1.00		1.00				6.00		9.00		15.00				2.00		14.00		16.00		12.00		1.00														1.00		1.00		1.00		2.00		2.00		1.50														1.00		1.00		1.00		2.00		2.00		1.50																																																																										1.00		1.00		1.00		2.00		2.00		1.50		168.00		75.00		65		40		35		75								1.00

		19		UK																UKD		2.00		2.00				6.00								3.00		11.00						3.00		1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50																																						1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										40.00		450.00		400		400		370										1.00				1.00

		20		UK																UKC		3.00						6.00								2.00		10.00						1.00														1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50														90.00		80.00		70		65		55										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		21		UK																UKG		1.00		2.00				6.00								3.00		14.00						1.00																																						1.00		1.00				2.00		2.00		2.00																																						1.00		1.00				2.00		2.00		2.00																																						140.00		600.00		450		500		400										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		22		UK																UKD		3.00		2.00				6.00		9.00		4.00		7.00		2.00		10.00		5.00				1.00														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														168.00		600.00		480		550		460										1.00				1.00

		23		UK																UKE		2.00		2.00				6.00								2.00		9.00						1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														90.00		180.00		170		170		160		180		170.00						1.00								1.00		1.00		1.00								1.00

		24		UK																UKE4		2.00		2.00				6.00								2.00		13.00						3.00																																						1.00		1.00				2.00		2.00		1.50																																						1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50														168.00		42.00		40		22		20		42		40.00						2.00				2.00

		25		UK																UKF		3.00						6.00								2.00		16.00						1.00																										1.00		1.00				2.00		2.00		2.00		1.00		1.00				2.00		2.00		2.00																										1.00		1.00				2.00		2.00		2.00																																																		40.00		22.00		20		15		13		22								1.00				2.00				1.00		1.00		1.00

		26		UK																UKD		2.00		2.00				6.00								1.00		5.00						1.00																																						1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														100.00		190.00		150		100		80		190		150.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		27		UK																UKJ		3.00						6.00								2.00		13.00						1.00																																																																																																														1.00		1.00		1.00		2.00		2.00		1.50														75.00		190.00		170		140		120		190		170.00						1.00				2.00

		28		UK																UKH		2.00		1.00				6.00		4.00		9.00		10.00		1.00		5.00						1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50														168.00		1050.00		850		750		530										1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		29		UK																UKI		1.00		2.00				6.00								2.00		16.00						1.00																																																																																						1.00		1.00				2.00		2.00		1.00																																						60.00		20.00		18		17		15		20		18.00						1.00

		30		UK																UKD		2.00		1.00				6.00								2.00		5.00						1.00		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														90.00		220.00		180		190		165		220		180.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		31		UK																UKJ		3.00						6.00								2.00		5.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		2.00																																						60.00		50.00		45		45		40		50		45.00						1.00				2.00				1.00		1.00		1.00

		32		UK																UKH		3.00						6.00								2.00		16.00						3.00		1.00		1.00				3.00		1.00		1.50																																																																																																																										60.00		100.00		60		90		55		100		60.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		33		UK																UKL		1.00		2.00				6.00		15.00						3.00		6.00																																1.00		1.00				1.00		2.00		2.00																																						1.00		1.00				1.00		2.00		2.00														1.00		1.00				1.00		2.00		2.00																										168.00		45.00		40		40		35		45		40.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		34		UK																UKK		4.00						6.00								2.00		16.00						1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00																										1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		168.00		12.00		5		10		4		1				11				1.00				1.00

		35		UK																UKI		1.00		2.00				6.00		15.00						1.00		8.00						3.00																																						1.00		1.00				3.00		2.00		2.00																																																																																						40.00		45.00		40		35		30										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		36		UK																UKL		1.00		2.00				6.00		15.00						2.00		5.00						1.00		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50														1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50																										1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		40.00		160.00		140		135		115										1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		37		UK																UKJ		3.00						6.00								3.00		7.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														168.00		410.00		400		60		58		410		400.00						1.00

		38		UK																UKI		1.00		2.00				6.00								3.00		15.00						3.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		60.00		18.00		15		15		12										1.00				1.00						1.00		1.00		1.00		1.00		1.00		1.00

		39		UK																UKG		2.00		1.00				6.00								2.00		12.00		16.00				1.00		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										110.00		46.00		44		23		21		46		44.00						1.00

		40		UK																UKD		3.00						6.00								2.00		12.00		16.00				3.00																										1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00																										1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00																										56.00		70.00		40		67		37										1.00				2.00

		41		UK																UKI		1.00		2.00				6.00								2.00		13.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														150.00		180.00		160		90		80		180		160.00						1.00

		42		UK																UKI		1.00		2.00				6.00								3.00		7.00						3.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														48.00		650.00		600		350		320		650		600.00						1.00				2.00

		43		UK																UKD		2.00		2.00				6.00		9.00		4.00		7.00		3.00		7.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																																						1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50														168.00		80.00		70		15		12		80		70.00						1.00

		44		UK																UKD		2.00		1.00				6.00								2.00		4.00						3.00																																						1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										112.00		200.00		160		110		85

		45		UK																UKD		2.00		1.00				6.00								2.00		4.00						3.00																																						1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										112.00		200.00		160		110		85

		46		UK																UKI		1.00		1.00				6.00								1.00		1.00						1.00																																																																																																		1.00		1.00				2.00		2.00		1.50																										40.00		160.00		140		150		120		160		140.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		47		UK																UK4		2.00		2.00				6.00		15.00						2.00		9.00		4.00		11.00		1.00		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										168.00		1700.00		1000		1400		650		600								1.00

								Frequency of capital city		13.00

		Frequency								20.00				Language		0.00																												How many?		13.00		13.00		7.00								14.00		14.00		9.00		21.00						16.00		16.00		9.00		22.00						36.00		36.00		21.00		55.00						8.00		8.00		5.00		12.00						10.00		10.00		8.00		14.00						31.00		31.00		18.00		42.00						26.00		26.00		18.00								25.00		25.00		15.00								16.00		16.00		11.00								7.00		7.00		6.00								4642.00		12440.00		10092		9000		6631		4611		3171.00		123		109.00		46.00		0.00		40.00		0.00

		1.00								13.00						0.00																												% of total		0.26												0.28		0.28										0.32		0.32										0.72		0.72										0.16		0.16										0.20		0.20										0.62		0.62										0.52		0.52										0.50		0.50										0.32		0.32										0.14		0.14										100.91		264.68		206		184		135		94		64.71		3		2.22		0.94		0.00		0.82		0.00

		2.00								1.00						0.00																																																																																																																																																																						81		72		53		37		25.49		1		0.88		0.37		0.00		0.32		0.00

		3.00								0.00						3.00																												1.00		B2B										1.00		1.00		B2B								2.00		1.00		B2B								1.00		1.00		B2B								3.00		1.00		B2B								0.00		1.00		B2B								1.00		1.00		B2B								4.00		1.00		B2B								3.00		1.00		B2B								3.00		1.00		B2B								2.00		1.00		B2B								1.00

		4.00						Frequency of downtown or suburban		16.00						0.00																												1.50		Both										11.00		1.50		Both								10.00		1.50		Both								7.00		1.50		Both								22.00		1.50		Both								8.00		1.50		Both								8.00		1.50		Both								19.00		1.50		Both								18.00		1.50		Both								16.00		1.50		Both								14.00		1.50		Both								4.00

		5.00						(one no answer)		20.00						47.00																												2.00		B2C										1.00		2.00		B2C								2.00		2.00		B2C								8.00		2.00		B2C								11.00		2.00		B2C								0.00		2.00		B2C								1.00		2.00		B2C								8.00		2.00		B2C								5.00		2.00		B2C								6.00		2.00		B2C								0.00		2.00		B2C								2.00

		6.00								1.00						3.00																														Inbound		0.00								0.00				Inbound		5.00						0.00				Inbound		7.00						0.00				Inbound		15.00						0.00				Inbound		3.00						0.00				Inbound		2.00						0.00				Inbound		13.00						0.00				Inbound		8.00						0.00				Inbound		10.00						0.00				Inbound		5.00						0.00				Inbound		1.00						0.00

		7.00								0.00						0.00																														Outbound		6.00												Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00

		8.00						Frequency of activity		1.00						5.00																														Both		7.00												Both		9.00										Both		9.00										Both		21.00										Both		5.00										Both		8.00										Both		18.00										Both		18.00										Both		15.00										Both		11.00										Both		6.00

		9.00								1.00						2.00

		10.00								2.00						0.00

		11.00								3.00						0.00

		12.00								9.00						0.00

		13.00								1.00						0.00

		14.00								5.00						5.00

		15.00								4.00						0.00

		16.00								3.00						0.00

										3.00

										2.00

										3.00

										8.00

										3.00

										3.00

										8.00

										0.00

								Company's link		28.00

										0.00

										17.00

										0.00

								Temporary contracts		4.00

								Part time contracts		45.00

								Temporary agency workers		28.00

								Collective agreements company		27.00

										0.00

										0.00

								Sector level		25.00

										0.00

										0.00

								National level		25.00

										0.00

										0.00

								Other level		21.00

										0.00

										0.00

								Union representation		25.00

										0.00

										0.00

								Staff representation		24.00

										0.00

										0.00

								H&S representation		26.00

										0.00

										0.00

		5.00						Staff numbers		0.00

		10.00								4.00

		20.00								3.00

		30.00								1.00

		40.00								1.00

		50.00								7.00

		100.00								5.00

		150.00								1.00

		200.00								11.00

		250.00								1.00

		500.00								4.00

		1000.00								7.00

										2.00

								Type of centre		4.00

		1.00								29.00

		2.00								14.00

		3.00								0.00

		4.00

								Orientation overall

								B2B		3.00

								Both		47.00

								B2C		39.00

								B2E		13.00

		40.00						Hours		10.00

		50.00								1.00

		60.00								8.00

		70.00								0.00

		80.00								1.00

		90.00								8.00

		100.00								1.00

		168.00								16.00

										1.00
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Graphs

		Territory

		Capital		13.00

		Attractive town		20

		Unattractive town or remote rural area		13

		Downtown		16

		Suburban		20

		Swedish		1

		Spanish		3

		Portuguese		1

		Other		5

		Maltese		0

		Italian		3

		Greek		0

		German		4

		French		5

		Finnish		0

		English		47

		Dutch		0

		Danish		0

		Bulgarian		0

		Arabic		0

				0

		Voluntary sector/NGO		3.00

		Travel		3.00

		Telecommunications		8.00

		Retail		2.00

		Research		3.00

		Outsourced call centre services		3.00

		Other		8.00

		Media		3.00

		Local Government		4.00

		Information Technology		5.00

		Health		1.00

		Financial Services		9.00

		Entertainment		3.00

		Energy		2.00

		Education		1.00

		Central government		1.00

				Accounts		Booking appointments		Counselling		Customer service		Debt collection		Process financial transactions		Provide standard information		Sales		Taking customers orders		Technical support		Other

		Inbound		0		5		7.00		15		3		2		13		8		10		5		1

		Outbound		6		0		0.00		0		0		0		0		0		0		0		0

		Both		7		9		9.00		21		5		8		18		18		15		11		6

		Centre size		Frequency

		Up to 5		0

		Up to 10		4

		Up to 20		3

		Up to 30		1

		Up to 40		1

		Up to 50		7

		Up to 100		5

		Up to 150		1

		Up to 200		11

		Up to 250		1

		Up to 500		4

		Up to 1000		7

		Over 1000		2

		Centre type

		In a parent company		4

		Subsidiary		29

		Independent service provider		14

		B2B		4.00

		B2B and B2C		28.00

		B2C		14.00

		B2C and B2B and B2E		1.00

		Linked to other call centres		28

		Autonomous		17

		Opening hours		Frequency

		Up to 40		10.00

		Up to 50		1.00

		Up to 60		8.00

		Up to 70		0.00

		Up to 80		1.00

		Up to 90		8.00

		Up to 100		1.00

		24 x 7		16.00

				1
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		Company		27

		Sector		27

		National		25

		Other		21
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		Contact ID		Country		Code CC
lfd. Nr.		Company Name		Address		Postal code		City		Phone		Email		Region		Territory		Localisation		Attractiveness		Languages 1		Languages 2		Languages 3		Languages 4		Location		Main act 1		Main act. 2		Main act. 3		Company's link		Accounts/billing		Inbound		Outbound		Tech1		Level		Target		Booking appointment		Inbound		Outbound		Tech1		Level		Target		Counselling/advice		Inbound		Outbound		Tech1		Level		Target		Cusotmer services		Inbound		Outbound		Tech1		Level		Target		Debt collection		Inbound		Outbound		Tech1		Level		Target		Process financial transaction		Inbound		Outbound		Tech1		Level		Target		Providing standard information		Inbound		Outbound		Tech1		Level		Target		Sales		Inbound		Outbound		Tech1		Level		Target		Taking customers orders		Inbound		Outbound		Tech1		Level		Target		Technical support		Inbound		Outbound		Tech1		Level		Target		other		Inbound		Outbound		Tech1		Level		Target		Hours per week		Total employees		Full time		Women		Total women full time		Permanent staff		Permanent full time		Temporary staff		Temporaryt full time		Part time contracts		Equivalent		Temporary
agency workers		Equivalent		Company level		Sector level		National level		Other level		Union rep		Workplace rep		Health and safety

		1		UK																UKG		1.00		1.00				6.00								2.00		3.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00																																						1.00		1.00				1.00		2.00		1.00																																																		40.00		700.00		500		500		400		600		400.00		100		100.00		1.00				1.00				1.00		1.00		1.00				1.00		1.00		1.00

		2		UK																UKD		2.00		2.00				6.00								3.00		5.00						3.00																																						1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00				1.00		2.00		1.00																										40.00		10.00		6		8		4		10		6.00						1.00

		3		UK																UKN		3.00						6.00								3.00		13.00		7.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		40.00		40.00		35		40		35		40		35.00		2				1.00				2.00				1.00								1.00		1.00		1.00

		4		UK																UKJ		2.00		1.00				6.00								3.00		8.00						3.00														1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00																										1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00																										60.00		45.00		35		25		20		30		25.00						1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		5		UK																UKD		3.00						6.00								3.00		15.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00		1.00		1.00		1.00		1.00		2.00		2.00																										1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00		40.00		10.00		8		9		8		10		8.00						1.00								1.00								1.00		1.00		1.00

		6		UK																UKK		2.00		1.00				6.00		10.00		9.00		7.00		2.00		10.00		7.00				1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										168.00		200.00		180		160		140		100		80.00						1.00				1.00

		7		UK																UKC		2.00		1.00				6.00								2.00		15.00						3.00														1.00		1.00				3.00		1.00		2.00		1.00		1.00				3.00		1.00		2.00		1.00		1.00				3.00		1.00		2.00																										1.00		1.00				3.00		1.00		2.00														1.00		1.00				3.00		1.00		2.00																										40.00		50.00		40		38		30										1.00				1.00				1.00								1.00		1.00		1.00

		8		UK																UKJ		2.00		1.00				6.00								3.00		8.00						3.00																																						1.00		1.00		1.00		1.00		2.00		2.00																																																																										1.00		1.00		1.00		1.00		2.00		2.00		60.00		10.00		9		8		7						10		9.00		1.00				2.00				1.00		1.00		1.00		1.00		1.00				1.00

		9		UK																UKJ		2.00		2.00				6.00								3.00		8.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00																																						1.00		1.00		1.00		1.00		2.00		2.00																																																		60.00		10.00		7		8		5		10								1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		10		UK																UKI		1.00		2.00				6.00								3.00		5.00		14.00																														1.00		1.00				3.00		2.00		2.00		1.00		1.00				3.00		2.00		2.00														1.00		1.00				3.00		2.00		2.00														1.00		1.00				3.00		2.00		2.00		1.00		1.00				3.00		2.00		2.00																										84.00		200.00		180		160		140		200		180.00						1.00

		11		UK																UKF		2.00		1.00				6.00								2.00		3.00						1.00		1.00		1.00				3.00		2.00		2.00																										1.00		1.00				3.00		2.00		2.00																										1.00		1.00				3.00		2.00		2.00																																																		90.00		450.00		420		430		410										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		12		UK																UKE		3.00		1.00				6.00								2.00		5.00						1.00																																						1.00		1.00		1.00		3.00		2.00		2.00																																						1.00		1.00		1.00		3.00		2.00		2.00																																						420.00		390.00		360		340												1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		13		UK																UKD		2.00		2.00				6.00								2.00		13.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		1.50																																						90.00		680.00		600		370		300										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		14		UK																UKD		1.00		1.00				6.00								2.00		13.00						1.00																																						1.00		1.00		1.00		2.00		2.00		1.50																										1.00		1.00		1.00		2.00		2.00		1.50		1.00		1.00		1.00		2.00		2.00		1.50		1.00		1.00		1.00		2.00		2.00		1.50																												750.00		650		600		500										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		15		UK																UKD		2.00		2.00				6.00								2.00		13.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		1.50																																						90.00		700.00		600		350		250										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		16		UK																UKG		3.00		1.00				6.00								2.00		16.00						3.00		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50														1.00		1.00				2.00		2.00		1.50																																																		105.00		200.00		150		170		130		200		150.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		17		UK																UKN		3.00		3.00				6.00								2.00		13.00		9.00				1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00																										1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00														90.00		150.00		130		80		70		150								1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		18		UK																UKI		1.00		1.00				6.00		9.00		15.00				2.00		14.00		16.00		12.00		1.00														1.00		1.00		1.00		2.00		2.00		1.50														1.00		1.00		1.00		2.00		2.00		1.50																																																																										1.00		1.00		1.00		2.00		2.00		1.50		168.00		75.00		65		40		35		75								1.00

		19		UK																UKD		2.00		2.00				6.00								3.00		11.00						3.00		1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50																																						1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										40.00		450.00		400		400		370										1.00				1.00

		20		UK																UKC		3.00						6.00								2.00		10.00						1.00														1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50														90.00		80.00		70		65		55										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		21		UK																UKG		1.00		2.00				6.00								3.00		14.00						1.00																																						1.00		1.00				2.00		2.00		2.00																																						1.00		1.00				2.00		2.00		2.00																																						140.00		600.00		450		500		400										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		22		UK																UKD		3.00		2.00				6.00		9.00		4.00		7.00		2.00		10.00		5.00				1.00														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														168.00		600.00		480		550		460										1.00				1.00

		23		UK																UKE		2.00		2.00				6.00								2.00		9.00						1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														90.00		180.00		170		170		160		180		170.00						1.00								1.00		1.00		1.00								1.00

		24		UK																UKE4		2.00		2.00				6.00								2.00		13.00						3.00																																						1.00		1.00				2.00		2.00		1.50																																						1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50														168.00		42.00		40		22		20		42		40.00						2.00				2.00

		25		UK																UKF		3.00						6.00								2.00		16.00						1.00																										1.00		1.00				2.00		2.00		2.00		1.00		1.00				2.00		2.00		2.00																										1.00		1.00				2.00		2.00		2.00																																																		40.00		22.00		20		15		13		22								1.00				2.00				1.00		1.00		1.00

		26		UK																UKD		2.00		2.00				6.00								1.00		5.00						1.00																																						1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														100.00		190.00		150		100		80		190		150.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		27		UK																UKJ		3.00						6.00								2.00		13.00						1.00																																																																																																														1.00		1.00		1.00		2.00		2.00		1.50														75.00		190.00		170		140		120		190		170.00						1.00				2.00

		28		UK																UKH		2.00		1.00				6.00		4.00		9.00		10.00		1.00		5.00						1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50														168.00		1050.00		850		750		530										1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		29		UK																UKI		1.00		2.00				6.00								2.00		16.00						1.00																																																																																						1.00		1.00				2.00		2.00		1.00																																						60.00		20.00		18		17		15		20		18.00						1.00

		30		UK																UKD		2.00		1.00				6.00								2.00		5.00						1.00		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														90.00		220.00		180		190		165		220		180.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		31		UK																UKJ		3.00						6.00								2.00		5.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		2.00																																						60.00		50.00		45		45		40		50		45.00						1.00				2.00				1.00		1.00		1.00

		32		UK																UKH		3.00						6.00								2.00		16.00						3.00		1.00		1.00				3.00		1.00		1.50																																																																																																																										60.00		100.00		60		90		55		100		60.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		33		UK																UKL		1.00		2.00				6.00		15.00						3.00		6.00																																1.00		1.00				1.00		2.00		2.00																																						1.00		1.00				1.00		2.00		2.00														1.00		1.00				1.00		2.00		2.00																										168.00		45.00		40		40		35		45		40.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		34		UK																UKK		4.00						6.00								2.00		16.00						1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00																										1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		168.00		12.00		5		10		4		1				11				1.00				1.00

		35		UK																UKI		1.00		2.00				6.00		15.00						1.00		8.00						3.00																																						1.00		1.00				3.00		2.00		2.00																																																																																						40.00		45.00		40		35		30										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		36		UK																UKL		1.00		2.00				6.00		15.00						2.00		5.00						1.00		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50														1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50																										1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		40.00		160.00		140		135		115										1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		37		UK																UKJ		3.00						6.00								3.00		7.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														168.00		410.00		400		60		58		410		400.00						1.00

		38		UK																UKI		1.00		2.00				6.00								3.00		15.00						3.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		60.00		18.00		15		15		12										1.00				1.00						1.00		1.00		1.00		1.00		1.00		1.00

		39		UK																UKG		2.00		1.00				6.00								2.00		12.00		16.00				1.00		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										110.00		46.00		44		23		21		46		44.00						1.00

		40		UK																UKD		3.00						6.00								2.00		12.00		16.00				3.00																										1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00																										1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00																										56.00		70.00		40		67		37										1.00				2.00

		41		UK																UKI		1.00		2.00				6.00								2.00		13.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														150.00		180.00		160		90		80		180		160.00						1.00

		42		UK																UKI		1.00		2.00				6.00								3.00		7.00						3.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														48.00		650.00		600		350		320		650		600.00						1.00				2.00

		43		UK																UKD		2.00		2.00				6.00		9.00		4.00		7.00		3.00		7.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																																						1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50														168.00		80.00		70		15		12		80		70.00						1.00

		44		UK																UKD		2.00		1.00				6.00								2.00		4.00						3.00																																						1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										112.00		200.00		160		110		85

		45		UK																UKD		2.00		1.00				6.00								2.00		4.00						3.00																																						1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										112.00		200.00		160		110		85

		46		UK																UKI		1.00		1.00				6.00								1.00		1.00						1.00																																																																																																		1.00		1.00				2.00		2.00		1.50																										40.00		160.00		140		150		120		160		140.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		47		UK																UK4		2.00		2.00				6.00		15.00						2.00		9.00		4.00		11.00		1.00		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										168.00		1700.00		1000		1400		650		600								1.00

								Frequency of capital city		13.00

		Frequency								20.00				Language		0.00																												How many?		13.00		13.00		7.00								14.00		14.00		9.00		21.00						16.00		16.00		9.00		22.00						36.00		36.00		21.00		55.00						8.00		8.00		5.00		12.00						10.00		10.00		8.00		14.00						31.00		31.00		18.00		42.00						26.00		26.00		18.00								25.00		25.00		15.00								16.00		16.00		11.00								7.00		7.00		6.00								4642.00		12440.00		10092		9000		6631		4611		3171.00		123		109.00		46.00		0.00		40.00		0.00

		1.00								13.00						0.00																												% of total		0.26												0.28		0.28										0.32		0.32										0.72		0.72										0.16		0.16										0.20		0.20										0.62		0.62										0.52		0.52										0.50		0.50										0.32		0.32										0.14		0.14										100.91		264.68		206		184		135		94		64.71		3		2.22		0.94		0.00		0.82		0.00

		2.00								1.00						0.00																																																																																																																																																																						81		72		53		37		25.49		1		0.88		0.37		0.00		0.32		0.00

		3.00								0.00						3.00																												1.00		B2B										1.00		1.00		B2B								2.00		1.00		B2B								1.00		1.00		B2B								3.00		1.00		B2B								0.00		1.00		B2B								1.00		1.00		B2B								4.00		1.00		B2B								3.00		1.00		B2B								3.00		1.00		B2B								2.00		1.00		B2B								1.00

		4.00						Frequency of downtown or suburban		16.00						0.00																												1.50		Both										11.00		1.50		Both								10.00		1.50		Both								7.00		1.50		Both								22.00		1.50		Both								8.00		1.50		Both								8.00		1.50		Both								19.00		1.50		Both								18.00		1.50		Both								16.00		1.50		Both								14.00		1.50		Both								4.00

		5.00						(one no answer)		20.00						47.00																												2.00		B2C										1.00		2.00		B2C								2.00		2.00		B2C								8.00		2.00		B2C								11.00		2.00		B2C								0.00		2.00		B2C								1.00		2.00		B2C								8.00		2.00		B2C								5.00		2.00		B2C								6.00		2.00		B2C								0.00		2.00		B2C								2.00

		6.00								1.00						3.00																														Inbound		0.00								0.00				Inbound		5.00						0.00				Inbound		7.00						0.00				Inbound		15.00						0.00				Inbound		3.00						0.00				Inbound		2.00						0.00				Inbound		13.00						0.00				Inbound		8.00						0.00				Inbound		10.00						0.00				Inbound		5.00						0.00				Inbound		1.00						0.00

		7.00								0.00						0.00																														Outbound		6.00												Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00

		8.00						Frequency of activity		1.00						5.00																														Both		7.00												Both		9.00										Both		9.00										Both		21.00										Both		5.00										Both		8.00										Both		18.00										Both		18.00										Both		15.00										Both		11.00										Both		6.00

		9.00								1.00						2.00

		10.00								2.00						0.00

		11.00								3.00						0.00

		12.00								9.00						0.00

		13.00								1.00						0.00

		14.00								5.00						5.00

		15.00								4.00						0.00

		16.00								3.00						0.00

										3.00

										2.00

										3.00

										8.00

										3.00

										3.00

										8.00

										0.00

								Company's link		28.00

										0.00

										17.00

										0.00

								Temporary contracts		4.00

								Part time contracts		45.00

								Temporary agency workers		28.00

								Collective agreements company		27.00

										0.00

										0.00

								Sector level		25.00

										0.00

										0.00

								National level		25.00

										0.00

										0.00

								Other level		21.00

										0.00

										0.00

								Union representation		25.00

										0.00

										0.00

								Staff representation		24.00

										0.00

										0.00

								H&S representation		26.00

										0.00

										0.00

		5.00						Staff numbers		0.00

		10.00								4.00

		20.00								3.00

		30.00								1.00

		40.00								1.00

		50.00								7.00

		100.00								5.00

		150.00								1.00

		200.00								11.00

		250.00								1.00

		500.00								4.00

		1000.00								7.00

										2.00

								Type of centre		4.00

		1.00								29.00

		2.00								14.00

		3.00								0.00

		4.00

								Orientation overall

								B2B		3.00

								Both		47.00

								B2C		39.00

								B2E		13.00

		40.00						Hours		10.00

		50.00								1.00

		60.00								8.00

		70.00								0.00

		80.00								1.00

		90.00								8.00

		100.00								1.00

		168.00								16.00

										1.00
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Graphs

		Territory

		Capital		13.00

		Attractive town		20

		Unattractive town or remote rural area		13

		Downtown		16

		Suburban		20

		Swedish		1

		Spanish		3

		Portuguese		1

		Other		5

		Maltese		0

		Italian		3

		Greek		0

		German		4

		French		5

		Finnish		0

		English		47

		Dutch		0

		Danish		0

		Bulgarian		0

		Arabic		0

				0

		Voluntary sector/NGO		3.00

		Travel		3.00

		Telecommunications		8.00

		Retail		2.00

		Research		3.00

		Outsourced call centre services		3.00

		Other		8.00

		Media		3.00

		Local Government		4.00

		Information Technology		5.00

		Health		1.00

		Financial Services		9.00

		Entertainment		3.00

		Energy		2.00

		Education		1.00

		Central government		1.00

				Accounts		Booking appointments		Counselling		Customer service		Debt collection		Process financial transactions		Provide standard information		Sales		Taking customers orders		Technical support		Other

		Inbound		0		5		7.00		15		3		2		13		8		10		5		1

		Outbound		6		0		0.00		0		0		0		0		0		0		0		0

		Both		7		9		9.00		21		5		8		18		18		15		11		6

		Centre size		Frequency

		Up to 5		0

		Up to 10		4

		Up to 20		3

		Up to 30		1

		Up to 40		1

		Up to 50		7

		Up to 100		5

		Up to 150		1

		Up to 200		11

		Up to 250		1

		Up to 500		4

		Up to 1000		7

		Over 1000		2

		Centre type

		In a parent company		4

		Subsidiary		29

		Independent service provider		14

		B2B		4.00

		B2B and B2C		28.00

		B2C		14.00

		B2C and B2B and B2E		1.00

		Linked to other call centres		28

		Autonomous		17

		Opening hours		Frequency

		Up to 40		10.00

		Up to 50		1.00

		Up to 60		8.00

		Up to 70		0.00

		Up to 80		1.00

		Up to 90		8.00

		Up to 100		1.00

		24 x 7		16.00
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		Contact ID		Country		Code CC
lfd. Nr.		Company Name		Address		Postal code		City		Phone		Email		Region		Territory		Localisation		Attractiveness		Languages 1		Languages 2		Languages 3		Languages 4		Location		Main act 1		Main act. 2		Main act. 3		Company's link		Accounts/billing		Inbound		Outbound		Tech1		Level		Target		Booking appointment		Inbound		Outbound		Tech1		Level		Target		Counselling/advice		Inbound		Outbound		Tech1		Level		Target		Cusotmer services		Inbound		Outbound		Tech1		Level		Target		Debt collection		Inbound		Outbound		Tech1		Level		Target		Process financial transaction		Inbound		Outbound		Tech1		Level		Target		Providing standard information		Inbound		Outbound		Tech1		Level		Target		Sales		Inbound		Outbound		Tech1		Level		Target		Taking customers orders		Inbound		Outbound		Tech1		Level		Target		Technical support		Inbound		Outbound		Tech1		Level		Target		other		Inbound		Outbound		Tech1		Level		Target		Hours per week		Total employees		Full time		Women		Total women full time		Permanent staff		Permanent full time		Temporary staff		Temporaryt full time		Part time contracts		Equivalent		Temporary
agency workers		Equivalent		Company level		Sector level		National level		Other level		Union rep		Workplace rep		Health and safety

		1		UK																UKG		1.00		1.00				6.00								2.00		3.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00																																						1.00		1.00				1.00		2.00		1.00																																																		40.00		700.00		500		500		400		600		400.00		100		100.00		1.00				1.00				1.00		1.00		1.00				1.00		1.00		1.00

		2		UK																UKD		2.00		2.00				6.00								3.00		5.00						3.00																																						1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00				1.00		2.00		1.00																										40.00		10.00		6		8		4		10		6.00						1.00

		3		UK																UKN		3.00						6.00								3.00		13.00		7.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		40.00		40.00		35		40		35		40		35.00		2				1.00				2.00				1.00								1.00		1.00		1.00

		4		UK																UKJ		2.00		1.00				6.00								3.00		8.00						3.00														1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00																										1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00																										60.00		45.00		35		25		20		30		25.00						1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		5		UK																UKD		3.00						6.00								3.00		15.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00		1.00		1.00		1.00		1.00		2.00		2.00																										1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00		40.00		10.00		8		9		8		10		8.00						1.00								1.00								1.00		1.00		1.00

		6		UK																UKK		2.00		1.00				6.00		10.00		9.00		7.00		2.00		10.00		7.00				1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										168.00		200.00		180		160		140		100		80.00						1.00				1.00

		7		UK																UKC		2.00		1.00				6.00								2.00		15.00						3.00														1.00		1.00				3.00		1.00		2.00		1.00		1.00				3.00		1.00		2.00		1.00		1.00				3.00		1.00		2.00																										1.00		1.00				3.00		1.00		2.00														1.00		1.00				3.00		1.00		2.00																										40.00		50.00		40		38		30										1.00				1.00				1.00								1.00		1.00		1.00

		8		UK																UKJ		2.00		1.00				6.00								3.00		8.00						3.00																																						1.00		1.00		1.00		1.00		2.00		2.00																																																																										1.00		1.00		1.00		1.00		2.00		2.00		60.00		10.00		9		8		7						10		9.00		1.00				2.00				1.00		1.00		1.00		1.00		1.00				1.00

		9		UK																UKJ		2.00		2.00				6.00								3.00		8.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00																																						1.00		1.00		1.00		1.00		2.00		2.00																																																		60.00		10.00		7		8		5		10								1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		10		UK																UKI		1.00		2.00				6.00								3.00		5.00		14.00																														1.00		1.00				3.00		2.00		2.00		1.00		1.00				3.00		2.00		2.00														1.00		1.00				3.00		2.00		2.00														1.00		1.00				3.00		2.00		2.00		1.00		1.00				3.00		2.00		2.00																										84.00		200.00		180		160		140		200		180.00						1.00

		11		UK																UKF		2.00		1.00				6.00								2.00		3.00						1.00		1.00		1.00				3.00		2.00		2.00																										1.00		1.00				3.00		2.00		2.00																										1.00		1.00				3.00		2.00		2.00																																																		90.00		450.00		420		430		410										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		12		UK																UKE		3.00		1.00				6.00								2.00		5.00						1.00																																						1.00		1.00		1.00		3.00		2.00		2.00																																						1.00		1.00		1.00		3.00		2.00		2.00																																						420.00		390.00		360		340												1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		13		UK																UKD		2.00		2.00				6.00								2.00		13.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		1.50																																						90.00		680.00		600		370		300										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		14		UK																UKD		1.00		1.00				6.00								2.00		13.00						1.00																																						1.00		1.00		1.00		2.00		2.00		1.50																										1.00		1.00		1.00		2.00		2.00		1.50		1.00		1.00		1.00		2.00		2.00		1.50		1.00		1.00		1.00		2.00		2.00		1.50																												750.00		650		600		500										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		15		UK																UKD		2.00		2.00				6.00								2.00		13.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		1.50																																						90.00		700.00		600		350		250										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		16		UK																UKG		3.00		1.00				6.00								2.00		16.00						3.00		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50														1.00		1.00				2.00		2.00		1.50																																																		105.00		200.00		150		170		130		200		150.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		17		UK																UKN		3.00		3.00				6.00								2.00		13.00		9.00				1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00																										1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00														90.00		150.00		130		80		70		150								1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		18		UK																UKI		1.00		1.00				6.00		9.00		15.00				2.00		14.00		16.00		12.00		1.00														1.00		1.00		1.00		2.00		2.00		1.50														1.00		1.00		1.00		2.00		2.00		1.50																																																																										1.00		1.00		1.00		2.00		2.00		1.50		168.00		75.00		65		40		35		75								1.00

		19		UK																UKD		2.00		2.00				6.00								3.00		11.00						3.00		1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50																																						1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										40.00		450.00		400		400		370										1.00				1.00

		20		UK																UKC		3.00						6.00								2.00		10.00						1.00														1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50														90.00		80.00		70		65		55										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		21		UK																UKG		1.00		2.00				6.00								3.00		14.00						1.00																																						1.00		1.00				2.00		2.00		2.00																																						1.00		1.00				2.00		2.00		2.00																																						140.00		600.00		450		500		400										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		22		UK																UKD		3.00		2.00				6.00		9.00		4.00		7.00		2.00		10.00		5.00				1.00														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														168.00		600.00		480		550		460										1.00				1.00

		23		UK																UKE		2.00		2.00				6.00								2.00		9.00						1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														90.00		180.00		170		170		160		180		170.00						1.00								1.00		1.00		1.00								1.00

		24		UK																UKE4		2.00		2.00				6.00								2.00		13.00						3.00																																						1.00		1.00				2.00		2.00		1.50																																						1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50														168.00		42.00		40		22		20		42		40.00						2.00				2.00

		25		UK																UKF		3.00						6.00								2.00		16.00						1.00																										1.00		1.00				2.00		2.00		2.00		1.00		1.00				2.00		2.00		2.00																										1.00		1.00				2.00		2.00		2.00																																																		40.00		22.00		20		15		13		22								1.00				2.00				1.00		1.00		1.00

		26		UK																UKD		2.00		2.00				6.00								1.00		5.00						1.00																																						1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														100.00		190.00		150		100		80		190		150.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		27		UK																UKJ		3.00						6.00								2.00		13.00						1.00																																																																																																														1.00		1.00		1.00		2.00		2.00		1.50														75.00		190.00		170		140		120		190		170.00						1.00				2.00

		28		UK																UKH		2.00		1.00				6.00		4.00		9.00		10.00		1.00		5.00						1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50														168.00		1050.00		850		750		530										1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		29		UK																UKI		1.00		2.00				6.00								2.00		16.00						1.00																																																																																						1.00		1.00				2.00		2.00		1.00																																						60.00		20.00		18		17		15		20		18.00						1.00

		30		UK																UKD		2.00		1.00				6.00								2.00		5.00						1.00		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														90.00		220.00		180		190		165		220		180.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		31		UK																UKJ		3.00						6.00								2.00		5.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		2.00																																						60.00		50.00		45		45		40		50		45.00						1.00				2.00				1.00		1.00		1.00

		32		UK																UKH		3.00						6.00								2.00		16.00						3.00		1.00		1.00				3.00		1.00		1.50																																																																																																																										60.00		100.00		60		90		55		100		60.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		33		UK																UKL		1.00		2.00				6.00		15.00						3.00		6.00																																1.00		1.00				1.00		2.00		2.00																																						1.00		1.00				1.00		2.00		2.00														1.00		1.00				1.00		2.00		2.00																										168.00		45.00		40		40		35		45		40.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		34		UK																UKK		4.00						6.00								2.00		16.00						1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00																										1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		168.00		12.00		5		10		4		1				11				1.00				1.00

		35		UK																UKI		1.00		2.00				6.00		15.00						1.00		8.00						3.00																																						1.00		1.00				3.00		2.00		2.00																																																																																						40.00		45.00		40		35		30										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		36		UK																UKL		1.00		2.00				6.00		15.00						2.00		5.00						1.00		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50														1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50																										1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		40.00		160.00		140		135		115										1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		37		UK																UKJ		3.00						6.00								3.00		7.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														168.00		410.00		400		60		58		410		400.00						1.00

		38		UK																UKI		1.00		2.00				6.00								3.00		15.00						3.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		60.00		18.00		15		15		12										1.00				1.00						1.00		1.00		1.00		1.00		1.00		1.00

		39		UK																UKG		2.00		1.00				6.00								2.00		12.00		16.00				1.00		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										110.00		46.00		44		23		21		46		44.00						1.00

		40		UK																UKD		3.00						6.00								2.00		12.00		16.00				3.00																										1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00																										1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00																										56.00		70.00		40		67		37										1.00				2.00

		41		UK																UKI		1.00		2.00				6.00								2.00		13.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														150.00		180.00		160		90		80		180		160.00						1.00

		42		UK																UKI		1.00		2.00				6.00								3.00		7.00						3.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														48.00		650.00		600		350		320		650		600.00						1.00				2.00

		43		UK																UKD		2.00		2.00				6.00		9.00		4.00		7.00		3.00		7.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																																						1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50														168.00		80.00		70		15		12		80		70.00						1.00

		44		UK																UKD		2.00		1.00				6.00								2.00		4.00						3.00																																						1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										112.00		200.00		160		110		85

		45		UK																UKD		2.00		1.00				6.00								2.00		4.00						3.00																																						1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										112.00		200.00		160		110		85

		46		UK																UKI		1.00		1.00				6.00								1.00		1.00						1.00																																																																																																		1.00		1.00				2.00		2.00		1.50																										40.00		160.00		140		150		120		160		140.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		47		UK																UK4		2.00		2.00				6.00		15.00						2.00		9.00		4.00		11.00		1.00		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										168.00		1700.00		1000		1400		650		600								1.00

								Frequency of capital city		13.00

		Frequency								20.00				Language		0.00																												How many?		13.00		13.00		7.00								14.00		14.00		9.00		21.00						16.00		16.00		9.00		22.00						36.00		36.00		21.00		55.00						8.00		8.00		5.00		12.00						10.00		10.00		8.00		14.00						31.00		31.00		18.00		42.00						26.00		26.00		18.00								25.00		25.00		15.00								16.00		16.00		11.00								7.00		7.00		6.00								4642.00		12440.00		10092		9000		6631		4611		3171.00		123		109.00		46.00		0.00		40.00		0.00

		1.00								13.00						0.00																												% of total		0.26												0.28		0.28										0.32		0.32										0.72		0.72										0.16		0.16										0.20		0.20										0.62		0.62										0.52		0.52										0.50		0.50										0.32		0.32										0.14		0.14										100.91		253.88		206		184		135		94		64.71		3		2.22		0.94		0.00		0.82		0.00

		2.00								1.00						0.00																																																																																																																																																																						81		72		53		37		25.49		1		0.88		0.37		0.00		0.32		0.00

		3.00								0.00						3.00																												1.00		B2B										1.00		1.00		B2B								2.00		1.00		B2B								1.00		1.00		B2B								3.00		1.00		B2B								0.00		1.00		B2B								1.00		1.00		B2B								4.00		1.00		B2B								3.00		1.00		B2B								3.00		1.00		B2B								2.00		1.00		B2B								1.00

		4.00						Frequency of downtown or suburban		16.00						0.00																												1.50		Both										11.00		1.50		Both								10.00		1.50		Both								7.00		1.50		Both								22.00		1.50		Both								8.00		1.50		Both								8.00		1.50		Both								19.00		1.50		Both								18.00		1.50		Both								16.00		1.50		Both								14.00		1.50		Both								4.00

		5.00						(one no answer)		20.00						47.00																												2.00		B2C										1.00		2.00		B2C								2.00		2.00		B2C								8.00		2.00		B2C								11.00		2.00		B2C								0.00		2.00		B2C								1.00		2.00		B2C								8.00		2.00		B2C								5.00		2.00		B2C								6.00		2.00		B2C								0.00		2.00		B2C								2.00

		6.00								1.00						3.00																														Inbound		0.00								0.00				Inbound		5.00						0.00				Inbound		7.00						0.00				Inbound		15.00						0.00				Inbound		3.00						0.00				Inbound		2.00						0.00				Inbound		13.00						0.00				Inbound		8.00						0.00				Inbound		10.00						0.00				Inbound		5.00						0.00				Inbound		1.00						0.00

		7.00								0.00						0.00																														Outbound		6.00												Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00

		8.00						Frequency of activity		1.00						5.00																														Both		7.00												Both		9.00										Both		9.00										Both		21.00										Both		5.00										Both		8.00										Both		18.00										Both		18.00										Both		15.00										Both		11.00										Both		6.00

		9.00								1.00						2.00

		10.00								2.00						0.00

		11.00								3.00						0.00

		12.00								9.00						0.00

		13.00								1.00						0.00

		14.00								5.00						5.00

		15.00								4.00						0.00

		16.00								3.00						0.00

										3.00

										2.00

										3.00

										8.00

										3.00

										3.00

										8.00

										0.00

								Company's link		28.00

										0.00

										17.00

										0.00

								Temporary contracts		4.00

								Part time contracts		45.00

								Temporary agency workers		28.00

								Collective agreements company		27.00

										0.00

										0.00

								Sector level		25.00

										0.00

										0.00

								National level		25.00

										0.00

										0.00

								Other level		21.00

										0.00

										0.00

								Union representation		25.00

										0.00

										0.00

								Staff representation		24.00

										0.00

										0.00

								H&S representation		26.00

										0.00

										0.00

		5.00						Staff numbers		0.00

		10.00								4.00

		20.00								3.00

		30.00								1.00

		40.00								1.00

		50.00								7.00

		100.00								5.00

		150.00								1.00

		200.00								11.00

		250.00								1.00

		500.00								4.00

		1000.00								7.00

										2.00

								Type of centre		4.00

		1.00								29.00

		2.00								14.00

		3.00								0.00

		4.00

								Orientation overall

								B2B		3.00

								Both		47.00

								B2C		39.00

								B2E		13.00

		40.00						Hours		10.00

		50.00								1.00

		60.00								8.00

		70.00								0.00

		80.00								1.00

		90.00								8.00

		100.00								1.00

		168.00								16.00

										1.00
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Graphs

		Territory

		Capital		13.00

		Attractive town		20

		Unattractive town or remote rural area		13

		Downtown		16

		Suburban		20

		Swedish		0

		Spanish		3

		Portuguese		0

		Other		5

		Maltese		0

		Italian		2

		Greek		0

		German		3

		French		5

		Finnish		0

		English		47

		Dutch		0

		Danish		0

		Bulgarian		0

		Arabic		0

				0

		Voluntary sector/NGO		3.00

		Travel		3.00

		Telecommunications		8.00

		Retail		2.00

		Research		3.00

		Outsourced call centre services		3.00

		Other		8.00

		Media		3.00

		Local Government		4.00

		Information Technology		5.00

		Health		1.00

		Financial Services		9.00

		Entertainment		3.00

		Energy		2.00

		Education		1.00

		Central government		1.00

				Accounts		Booking appointments		Counselling		Customer service		Debt collection		Process financial transactions		Provide standard information		Sales		Taking customers orders		Technical support		Other

		Inbound		0		5		7.00		15		3		2		13		8		10		5		1

		Outbound		6		0		0.00		0		0		0		0		0		0		0		0

		Both		7		9		9.00		21		5		8		18		18		15		11		6

		Centre size		Frequency

		Up to 5		0

		Up to 10		4

		Up to 20		3

		Up to 30		1

		Up to 40		1

		Up to 50		7

		Up to 100		5

		Up to 150		1

		Up to 200		11

		Up to 250		1

		Up to 500		4

		Up to 1000		7

		Over 1000		2

		Centre type

		In a parent company		4

		Subsidiary		29

		Independent service provider		14

		B2B		4.00

		B2B and B2C		28.00

		B2C		14.00

		B2C and B2B and B2E		1.00

		Linked to other call centres		28

		Autonomous		17

		Opening hours		Frequency

		Up to 40		10.00

		Up to 50		1.00

		Up to 60		8.00

		Up to 70		0.00

		Up to 80		1.00

		Up to 90		8.00

		Up to 100		1.00

		24 x 7		16.00

				1

		Agreements

		Company		27

		Sector		27

		National		25

		Other		21





Graphs

		





List

		





		





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0





		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Inbound

Outbound

Both



		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Frequency

Call centre size

Frequency



		0

		0

		0





		0

		0

		0

		0





		0

		0





		



Frequency

Opening hours



		Contact ID		Country		Code CC
lfd. Nr.		Company Name		Address		Postal code		City		Phone		Email		Region		Territory		Localisation		Attractiveness		Languages 1		Languages 2		Languages 3		Languages 4		Location		Main act 1		Main act. 2		Main act. 3		Company's link		Accounts/billing		Inbound		Outbound		Tech1		Level		Target		Booking appointment		Inbound		Outbound		Tech1		Level		Target		Counselling/advice		Inbound		Outbound		Tech1		Level		Target		Cusotmer services		Inbound		Outbound		Tech1		Level		Target		Debt collection		Inbound		Outbound		Tech1		Level		Target		Process financial transaction		Inbound		Outbound		Tech1		Level		Target		Providing standard information		Inbound		Outbound		Tech1		Level		Target		Sales		Inbound		Outbound		Tech1		Level		Target		Taking customers orders		Inbound		Outbound		Tech1		Level		Target		Technical support		Inbound		Outbound		Tech1		Level		Target		other		Inbound		Outbound		Tech1		Level		Target		Hours per week		Total employees		Full time		Women		Total women full time		Permanent staff		Permanent full time		Temporary staff		Temporaryt full time		Part time contracts		Equivalent		Temporary
agency workers		Equivalent		Company level		Sector level		National level		Other level		Union rep		Workplace rep		Health and safety

		1		UK																UKG		1.00		1.00				6.00								2.00		3.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00																																						1.00		1.00				1.00		2.00		1.00																																																		40.00		700.00		500		500		400		600		400.00		100		100.00		1.00				1.00				1.00		1.00		1.00				1.00		1.00		1.00

		2		UK																UKD		2.00		2.00				6.00								3.00		5.00						3.00																																						1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00				1.00		2.00		1.00																										40.00		10.00		6		8		4		10		6.00						1.00

		3		UK																UKN		3.00						6.00								3.00		13.00		7.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		40.00		40.00		35		40		35		40		35.00		2				1.00				2.00				1.00								1.00		1.00		1.00

		4		UK																UKJ		2.00		1.00				6.00								3.00		8.00						3.00														1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00																										1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00																										60.00		45.00		35		25		20		30		25.00						1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		5		UK																UKD		3.00						6.00								3.00		15.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00		1.00		1.00		1.00		1.00		2.00		2.00																										1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00		40.00		10.00		8		9		8		10		8.00						1.00								1.00								1.00		1.00		1.00

		6		UK																UKK		2.00		1.00				6.00		10.00		9.00		7.00		2.00		10.00		7.00				1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										168.00		200.00		180		160		140		100		80.00						1.00				1.00

		7		UK																UKC		2.00		1.00				6.00								2.00		15.00						3.00														1.00		1.00				3.00		1.00		2.00		1.00		1.00				3.00		1.00		2.00		1.00		1.00				3.00		1.00		2.00																										1.00		1.00				3.00		1.00		2.00														1.00		1.00				3.00		1.00		2.00																										40.00		50.00		40		38		30										1.00				1.00				1.00								1.00		1.00		1.00

		8		UK																UKJ		2.00		1.00				6.00								3.00		8.00						3.00																																						1.00		1.00		1.00		1.00		2.00		2.00																																																																										1.00		1.00		1.00		1.00		2.00		2.00		60.00		10.00		9		8		7						10		9.00		1.00				2.00				1.00		1.00		1.00		1.00		1.00				1.00

		9		UK																UKJ		2.00		2.00				6.00								3.00		8.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00																																						1.00		1.00		1.00		1.00		2.00		2.00																																																		60.00		10.00		7		8		5		10								1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		10		UK																UKI		1.00		2.00				6.00								3.00		5.00		14.00																														1.00		1.00				3.00		2.00		2.00		1.00		1.00				3.00		2.00		2.00														1.00		1.00				3.00		2.00		2.00														1.00		1.00				3.00		2.00		2.00		1.00		1.00				3.00		2.00		2.00																										84.00		200.00		180		160		140		200		180.00						1.00

		11		UK																UKF		2.00		1.00				6.00								2.00		3.00						1.00		1.00		1.00				3.00		2.00		2.00																										1.00		1.00				3.00		2.00		2.00																										1.00		1.00				3.00		2.00		2.00																																																		90.00		450.00		420		430		410										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		12		UK																UKE		3.00		1.00				6.00								2.00		5.00						1.00																																						1.00		1.00		1.00		3.00		2.00		2.00																																						1.00		1.00		1.00		3.00		2.00		2.00																																						420.00		390.00		360		340												1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		13		UK																UKD		2.00		2.00				6.00								2.00		13.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		1.50																																						90.00		680.00		600		370		300										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		14		UK																UKD		1.00		1.00				6.00								2.00		13.00						1.00																																						1.00		1.00		1.00		2.00		2.00		1.50																										1.00		1.00		1.00		2.00		2.00		1.50		1.00		1.00		1.00		2.00		2.00		1.50		1.00		1.00		1.00		2.00		2.00		1.50																												750.00		650		600		500										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		15		UK																UKD		2.00		2.00				6.00								2.00		13.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		1.50																																						90.00		700.00		600		350		250										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		16		UK																UKG		3.00		1.00				6.00								2.00		16.00						3.00		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50														1.00		1.00				2.00		2.00		1.50																																																		105.00		200.00		150		170		130		200		150.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		17		UK																UKN		3.00		3.00				6.00								2.00		13.00		9.00				1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00																										1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00														90.00		150.00		130		80		70		150								1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		18		UK																UKI		1.00		1.00				6.00		9.00		15.00				2.00		14.00		16.00		12.00		1.00														1.00		1.00		1.00		2.00		2.00		1.50														1.00		1.00		1.00		2.00		2.00		1.50																																																																										1.00		1.00		1.00		2.00		2.00		1.50		168.00		75.00		65		40		35		75								1.00

		19		UK																UKD		2.00		2.00				6.00								3.00		11.00						3.00		1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50																																						1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										40.00		450.00		400		400		370										1.00				1.00

		20		UK																UKC		3.00						6.00								2.00		10.00						1.00														1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50														90.00		80.00		70		65		55										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		21		UK																UKG		1.00		2.00				6.00								3.00		14.00						1.00																																						1.00		1.00				2.00		2.00		2.00																																						1.00		1.00				2.00		2.00		2.00																																						140.00		600.00		450		500		400										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		22		UK																UKD		3.00		2.00				6.00		9.00		4.00		7.00		2.00		10.00		5.00				1.00														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														168.00		600.00		480		550		460										1.00				1.00

		23		UK																UKE		2.00		2.00				6.00								2.00		9.00						1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														90.00		180.00		170		170		160		180		170.00						1.00								1.00		1.00		1.00								1.00

		24		UK																UKE4		2.00		2.00				6.00								2.00		13.00						3.00																																						1.00		1.00				2.00		2.00		1.50																																						1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50														168.00		42.00		40		22		20		42		40.00						2.00				2.00

		25		UK																UKF		3.00						6.00								2.00		16.00						1.00																										1.00		1.00				2.00		2.00		2.00		1.00		1.00				2.00		2.00		2.00																										1.00		1.00				2.00		2.00		2.00																																																		40.00		22.00		20		15		13		22								1.00				2.00				1.00		1.00		1.00

		26		UK																UKD		2.00		2.00				6.00								1.00		5.00						1.00																																						1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														100.00		190.00		150		100		80		190		150.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		27		UK																UKJ		3.00						6.00								2.00		13.00						1.00																																																																																																														1.00		1.00		1.00		2.00		2.00		1.50														75.00		190.00		170		140		120		190		170.00						1.00				2.00

		28		UK																UKH		2.00		1.00				6.00		4.00		9.00		10.00		1.00		5.00						1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50														168.00		1050.00		850		750		530										1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		29		UK																UKI		1.00		2.00				6.00								2.00		16.00						1.00																																																																																						1.00		1.00				2.00		2.00		1.00																																						60.00		20.00		18		17		15		20		18.00						1.00

		30		UK																UKD		2.00		1.00				6.00								2.00		5.00						1.00		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														90.00		220.00		180		190		165		220		180.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		31		UK																UKJ		3.00						6.00								2.00		5.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		2.00																																						60.00		50.00		45		45		40		50		45.00						1.00				2.00				1.00		1.00		1.00

		32		UK																UKH		3.00						6.00								2.00		16.00						3.00		1.00		1.00				3.00		1.00		1.50																																																																																																																										60.00		100.00		60		90		55		100		60.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		33		UK																UKL		1.00		2.00				6.00		15.00						3.00		6.00																																1.00		1.00				1.00		2.00		2.00																																						1.00		1.00				1.00		2.00		2.00														1.00		1.00				1.00		2.00		2.00																										168.00		45.00		40		40		35		45		40.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		34		UK																UKK		4.00						6.00								2.00		16.00						1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00																										1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		168.00		12.00		5		10		4		1				11				1.00				1.00

		35		UK																UKI		1.00		2.00				6.00		15.00						1.00		8.00						3.00																																						1.00		1.00				3.00		2.00		2.00																																																																																						40.00		45.00		40		35		30										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		36		UK																UKL		1.00		2.00				6.00		15.00						2.00		5.00						1.00		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50														1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50																										1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		40.00		160.00		140		135		115										1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		37		UK																UKJ		3.00						6.00								3.00		7.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														168.00		410.00		400		60		58		410		400.00						1.00

		38		UK																UKI		1.00		2.00				6.00								3.00		15.00						3.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		60.00		18.00		15		15		12										1.00				1.00						1.00		1.00		1.00		1.00		1.00		1.00

		39		UK																UKG		2.00		1.00				6.00								2.00		12.00		16.00				1.00		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										110.00		46.00		44		23		21		46		44.00						1.00

		40		UK																UKD		3.00						6.00								2.00		12.00		16.00				3.00																										1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00																										1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00																										56.00		70.00		40		67		37										1.00				2.00

		41		UK																UKI		1.00		2.00				6.00								2.00		13.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														150.00		180.00		160		90		80		180		160.00						1.00

		42		UK																UKI		1.00		2.00				6.00								3.00		7.00						3.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														48.00		650.00		600		350		320		650		600.00						1.00				2.00

		43		UK																UKD		2.00		2.00				6.00		9.00		4.00		7.00		3.00		7.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																																						1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50														168.00		80.00		70		15		12		80		70.00						1.00

		44		UK																UKD		2.00		1.00				6.00								2.00		4.00						3.00																																						1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										112.00		200.00		160		110		85

		45		UK																UKD		2.00		1.00				6.00								2.00		4.00						3.00																																						1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										112.00		200.00		160		110		85

		46		UK																UKI		1.00		1.00				6.00								1.00		1.00						1.00																																																																																																		1.00		1.00				2.00		2.00		1.50																										40.00		160.00		140		150		120		160		140.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		47		UK																UK4		2.00		2.00				6.00		15.00						2.00		9.00		4.00		11.00		1.00		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										168.00		1700.00		1000		1400		650		600								1.00

								Frequency of capital city		13.00

		Frequency								20.00				Language		0.00																												How many?		13.00		13.00		7.00								14.00		14.00		9.00		21.00						16.00		16.00		9.00		22.00						36.00		36.00		21.00		55.00						8.00		8.00		5.00		12.00						10.00		10.00		8.00		14.00						31.00		31.00		18.00		42.00						26.00		26.00		18.00								25.00		25.00		15.00								16.00		16.00		11.00								7.00		7.00		6.00								4642.00		12440.00		10092		9000		6631		4611		3171.00		123		109.00		46.00		0.00		40.00		0.00

		1.00								13.00						0.00																												% of total		0.26												0.28		0.28										0.32		0.32										0.72		0.72										0.16		0.16										0.20		0.20										0.62		0.62										0.52		0.52										0.50		0.50										0.32		0.32										0.14		0.14										100.91		253.88		206		184		135		94		64.71		3		2.22		0.94		0.00		0.82		0.00

		2.00								1.00						0.00																																																																																																																																																																						81		72		53		37		25.49		1		0.88		0.37		0.00		0.32		0.00

		3.00								0.00						3.00																												1.00		B2B										1.00		1.00		B2B								2.00		1.00		B2B								1.00		1.00		B2B								3.00		1.00		B2B								0.00		1.00		B2B								1.00		1.00		B2B								4.00		1.00		B2B								3.00		1.00		B2B								3.00		1.00		B2B								2.00		1.00		B2B								1.00

		4.00						Frequency of downtown or suburban		16.00						0.00																												1.50		Both										11.00		1.50		Both								10.00		1.50		Both								7.00		1.50		Both								22.00		1.50		Both								8.00		1.50		Both								8.00		1.50		Both								19.00		1.50		Both								18.00		1.50		Both								16.00		1.50		Both								14.00		1.50		Both								4.00

		5.00						(one no answer)		20.00						47.00																												2.00		B2C										1.00		2.00		B2C								2.00		2.00		B2C								8.00		2.00		B2C								11.00		2.00		B2C								0.00		2.00		B2C								1.00		2.00		B2C								8.00		2.00		B2C								5.00		2.00		B2C								6.00		2.00		B2C								0.00		2.00		B2C								2.00

		6.00								1.00						3.00																														Inbound		0.00								0.00				Inbound		5.00						0.00				Inbound		7.00						0.00				Inbound		15.00						0.00				Inbound		3.00						0.00				Inbound		2.00						0.00				Inbound		13.00						0.00				Inbound		8.00						0.00				Inbound		10.00						0.00				Inbound		5.00						0.00				Inbound		1.00						0.00

		7.00								0.00						0.00																														Outbound		6.00												Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00

		8.00						Frequency of activity		1.00						5.00																														Both		7.00												Both		9.00										Both		9.00										Both		21.00										Both		5.00										Both		8.00										Both		18.00										Both		18.00										Both		15.00										Both		11.00										Both		6.00

		9.00								1.00						2.00

		10.00								2.00						0.00

		11.00								3.00						0.00

		12.00								9.00						0.00

		13.00								1.00						0.00

		14.00								5.00						5.00

		15.00								4.00						0.00

		16.00								3.00						0.00

										3.00

										2.00

										3.00

										8.00

										3.00

										3.00

										8.00

										0.00

								Company's link		28.00

										0.00

										17.00

										0.00

								Temporary contracts		4.00

								Part time contracts		45.00

								Temporary agency workers		28.00

								Collective agreements company		27.00

										0.00

										0.00

								Sector level		25.00

										0.00

										0.00

								National level		25.00

										0.00

										0.00

								Other level		21.00

										0.00

										0.00

								Union representation		25.00

										0.00

										0.00

								Staff representation		24.00

										0.00

										0.00

								H&S representation		26.00

										0.00

										0.00

		5.00						Staff numbers		0.00

		10.00								4.00

		20.00								3.00

		30.00								1.00

		40.00								1.00

		50.00								7.00

		100.00								5.00

		150.00								1.00

		200.00								11.00

		250.00								1.00

		500.00								4.00

		1000.00								7.00

										2.00

								Type of centre		4.00

		1.00								29.00

		2.00								14.00

		3.00								0.00

		4.00

								Orientation overall

								B2B		3.00

								Both		47.00

								B2C		39.00

								B2E		13.00

		40.00						Hours		10.00

		50.00								1.00

		60.00								8.00

		70.00								0.00

		80.00								1.00

		90.00								8.00

		100.00								1.00

		168.00								16.00

										1.00
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Graphs

		Territory

		Capital		13.00

		Attractive town		20

		Unattractive town or remote rural area		13

		Downtown		16

		Suburban		20

		Swedish		1

		Spanish		3

		Portuguese		1

		Other		5

		Maltese		0

		Italian		3

		Greek		0

		German		4

		French		5

		Finnish		0

		English		47

		Dutch		0

		Danish		0

		Bulgarian		0

		Arabic		0

				0

		Voluntary sector/NGO		3.00

		Travel		3.00

		Telecommunications		8.00

		Retail		2.00

		Research		3.00

		Outsourced call centre services		3.00

		Other		8.00

		Media		3.00

		Local Government		4.00

		Information Technology		5.00

		Health		1.00

		Financial Services		9.00

		Entertainment		3.00

		Energy		2.00

		Education		1.00

		Central government		1.00

				Accounts		Booking appointments		Counselling		Customer service		Debt collection		Process financial transactions		Provide standard information		Sales		Taking customers orders		Technical support		Other

		Inbound		0		5		7.00		15		3		2		13		8		10		5		1

		Outbound		6		0		0.00		0		0		0		0		0		0		0		0

		Both		7		9		9.00		21		5		8		18		18		15		11		6

		Centre size		Frequency

		Up to 5		0

		Up to 10		4

		Up to 20		3

		Up to 30		1

		Up to 40		1

		Up to 50		7

		Up to 100		5

		Up to 150		1

		Up to 200		11

		Up to 250		1

		Up to 500		4

		Up to 1000		7

		Over 1000		2

		Centre type

		In a parent company		4

		Subsidiary		29

		Independent service provider		14

		B2B		4.00

		B2B and B2C		28.00

		B2C		14.00

		B2C and B2B and B2E		1.00

		Linked to other call centres		28

		Autonomous		17

		Opening hours		Frequency

		Up to 40		10.00

		Up to 50		1.00

		Up to 60		8.00

		Up to 70		0.00

		Up to 80		1.00

		Up to 90		8.00

		Up to 100		1.00

		24 x 7		16.00

				1

		Agreements

		Company		27

		Sector		27

		National		25

		Other		21
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		Contact ID		Country		Code CC
lfd. Nr.		Company Name		Address		Postal code		City		Phone		Email		Region		Territory		Localisation		Attractiveness		Languages 1		Languages 2		Languages 3		Languages 4		Location		Main act 1		Main act. 2		Main act. 3		Company's link		Accounts/billing		Inbound		Outbound		Tech1		Level		Target		Booking appointment		Inbound		Outbound		Tech1		Level		Target		Counselling/advice		Inbound		Outbound		Tech1		Level		Target		Cusotmer services		Inbound		Outbound		Tech1		Level		Target		Debt collection		Inbound		Outbound		Tech1		Level		Target		Process financial transaction		Inbound		Outbound		Tech1		Level		Target		Providing standard information		Inbound		Outbound		Tech1		Level		Target		Sales		Inbound		Outbound		Tech1		Level		Target		Taking customers orders		Inbound		Outbound		Tech1		Level		Target		Technical support		Inbound		Outbound		Tech1		Level		Target		other		Inbound		Outbound		Tech1		Level		Target		Hours per week		Total employees		Full time		Women		Total women full time		Permanent staff		Permanent full time		Temporary staff		Temporaryt full time		Part time contracts		Equivalent		Temporary
agency workers		Equivalent		Company level		Sector level		National level		Other level		Union rep		Workplace rep		Health and safety

		1		UK																UKG		1.00		1.00				6.00								2.00		3.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00																																						1.00		1.00				1.00		2.00		1.00																																																		40.00		700.00		500		500		400		600		400.00		100		100.00		1.00				1.00				1.00		1.00		1.00				1.00		1.00		1.00

		2		UK																UKD		2.00		2.00				6.00								3.00		5.00						3.00																																						1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00				1.00		2.00		1.00																										40.00		10.00		6		8		4		10		6.00						1.00

		3		UK																UKN		3.00						6.00								3.00		13.00		7.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		40.00		40.00		35		40		35		40		35.00		2				1.00				2.00				1.00								1.00		1.00		1.00

		4		UK																UKJ		2.00		1.00				6.00								3.00		8.00						3.00														1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00																										1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00																										60.00		45.00		35		25		20		30		25.00						1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		5		UK																UKD		3.00						6.00								3.00		15.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00		1.00		1.00		1.00		1.00		2.00		2.00																										1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00		40.00		10.00		8		9		8		10		8.00						1.00								1.00								1.00		1.00		1.00

		6		UK																UKK		2.00		1.00				6.00		10.00		9.00		7.00		2.00		10.00		7.00				1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										168.00		200.00		180		160		140		100		80.00						1.00				1.00

		7		UK																UKC		2.00		1.00				6.00								2.00		15.00						3.00														1.00		1.00				3.00		1.00		2.00		1.00		1.00				3.00		1.00		2.00		1.00		1.00				3.00		1.00		2.00																										1.00		1.00				3.00		1.00		2.00														1.00		1.00				3.00		1.00		2.00																										40.00		50.00		40		38		30										1.00				1.00				1.00								1.00		1.00		1.00

		8		UK																UKJ		2.00		1.00				6.00								3.00		8.00						3.00																																						1.00		1.00		1.00		1.00		2.00		2.00																																																																										1.00		1.00		1.00		1.00		2.00		2.00		60.00		10.00		9		8		7						10		9.00		1.00				2.00				1.00		1.00		1.00		1.00		1.00				1.00

		9		UK																UKJ		2.00		2.00				6.00								3.00		8.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00																																						1.00		1.00		1.00		1.00		2.00		2.00																																																		60.00		10.00		7		8		5		10								1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		10		UK																UKI		1.00		2.00				6.00								3.00		5.00		14.00																														1.00		1.00				3.00		2.00		2.00		1.00		1.00				3.00		2.00		2.00														1.00		1.00				3.00		2.00		2.00														1.00		1.00				3.00		2.00		2.00		1.00		1.00				3.00		2.00		2.00																										84.00		200.00		180		160		140		200		180.00						1.00

		11		UK																UKF		2.00		1.00				6.00								2.00		3.00						1.00		1.00		1.00				3.00		2.00		2.00																										1.00		1.00				3.00		2.00		2.00																										1.00		1.00				3.00		2.00		2.00																																																		90.00		450.00		420		430		410										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		12		UK																UKE		3.00		1.00				6.00								2.00		5.00						1.00																																						1.00		1.00		1.00		3.00		2.00		2.00																																						1.00		1.00		1.00		3.00		2.00		2.00																																						420.00		390.00		360		340												1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		13		UK																UKD		2.00		2.00				6.00								2.00		13.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		1.50																																						90.00		680.00		600		370		300										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		14		UK																UKD		1.00		1.00				6.00								2.00		13.00						1.00																																						1.00		1.00		1.00		2.00		2.00		1.50																										1.00		1.00		1.00		2.00		2.00		1.50		1.00		1.00		1.00		2.00		2.00		1.50		1.00		1.00		1.00		2.00		2.00		1.50																												750.00		650		600		500										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		15		UK																UKD		2.00		2.00				6.00								2.00		13.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		1.50																																						90.00		700.00		600		350		250										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		16		UK																UKG		3.00		1.00				6.00								2.00		16.00						3.00		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50														1.00		1.00				2.00		2.00		1.50																																																		105.00		200.00		150		170		130		200		150.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		17		UK																UKN		3.00		3.00				6.00								2.00		13.00		9.00				1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00																										1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00														90.00		150.00		130		80		70		150								1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		18		UK																UKI		1.00		1.00				6.00		9.00		15.00				2.00		14.00		16.00		12.00		1.00														1.00		1.00		1.00		2.00		2.00		1.50														1.00		1.00		1.00		2.00		2.00		1.50																																																																										1.00		1.00		1.00		2.00		2.00		1.50		168.00		75.00		65		40		35		75								1.00

		19		UK																UKD		2.00		2.00				6.00								3.00		11.00						3.00		1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50																																						1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										40.00		450.00		400		400		370										1.00				1.00

		20		UK																UKC		3.00						6.00								2.00		10.00						1.00														1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50														90.00		80.00		70		65		55										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		21		UK																UKG		1.00		2.00				6.00								3.00		14.00						1.00																																						1.00		1.00				2.00		2.00		2.00																																						1.00		1.00				2.00		2.00		2.00																																						140.00		600.00		450		500		400										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		22		UK																UKD		3.00		2.00				6.00		9.00		4.00		7.00		2.00		10.00		5.00				1.00														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														168.00		600.00		480		550		460										1.00				1.00

		23		UK																UKE		2.00		2.00				6.00								2.00		9.00						1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														90.00		180.00		170		170		160		180		170.00						1.00								1.00		1.00		1.00								1.00

		24		UK																UKE4		2.00		2.00				6.00								2.00		13.00						3.00																																						1.00		1.00				2.00		2.00		1.50																																						1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50														168.00		42.00		40		22		20		42		40.00						2.00				2.00

		25		UK																UKF		3.00						6.00								2.00		16.00						1.00																										1.00		1.00				2.00		2.00		2.00		1.00		1.00				2.00		2.00		2.00																										1.00		1.00				2.00		2.00		2.00																																																		40.00		22.00		20		15		13		22								1.00				2.00				1.00		1.00		1.00

		26		UK																UKD		2.00		2.00				6.00								1.00		5.00						1.00																																						1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														100.00		190.00		150		100		80		190		150.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		27		UK																UKJ		3.00						6.00								2.00		13.00						1.00																																																																																																														1.00		1.00		1.00		2.00		2.00		1.50														75.00		190.00		170		140		120		190		170.00						1.00				2.00

		28		UK																UKH		2.00		1.00				6.00		4.00		9.00		10.00		1.00		5.00						1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50														168.00		1050.00		850		750		530										1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		29		UK																UKI		1.00		2.00				6.00								2.00		16.00						1.00																																																																																						1.00		1.00				2.00		2.00		1.00																																						60.00		20.00		18		17		15		20		18.00						1.00

		30		UK																UKD		2.00		1.00				6.00								2.00		5.00						1.00		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														90.00		220.00		180		190		165		220		180.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		31		UK																UKJ		3.00						6.00								2.00		5.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		2.00																																						60.00		50.00		45		45		40		50		45.00						1.00				2.00				1.00		1.00		1.00

		32		UK																UKH		3.00						6.00								2.00		16.00						3.00		1.00		1.00				3.00		1.00		1.50																																																																																																																										60.00		100.00		60		90		55		100		60.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		33		UK																UKL		1.00		2.00				6.00		15.00						3.00		6.00																																1.00		1.00				1.00		2.00		2.00																																						1.00		1.00				1.00		2.00		2.00														1.00		1.00				1.00		2.00		2.00																										168.00		45.00		40		40		35		45		40.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		34		UK																UKK		4.00						6.00								2.00		16.00						1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00																										1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		168.00		12.00		5		10		4		1				11				1.00				1.00

		35		UK																UKI		1.00		2.00				6.00		15.00						1.00		8.00						3.00																																						1.00		1.00				3.00		2.00		2.00																																																																																						40.00		45.00		40		35		30										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		36		UK																UKL		1.00		2.00				6.00		15.00						2.00		5.00						1.00		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50														1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50																										1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		40.00		160.00		140		135		115										1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		37		UK																UKJ		3.00						6.00								3.00		7.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														168.00		410.00		400		60		58		410		400.00						1.00

		38		UK																UKI		1.00		2.00				6.00								3.00		15.00						3.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		60.00		18.00		15		15		12										1.00				1.00						1.00		1.00		1.00		1.00		1.00		1.00

		39		UK																UKG		2.00		1.00				6.00								2.00		12.00		16.00				1.00		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										110.00		46.00		44		23		21		46		44.00						1.00

		40		UK																UKD		3.00						6.00								2.00		12.00		16.00				3.00																										1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00																										1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00																										56.00		70.00		40		67		37										1.00				2.00

		41		UK																UKI		1.00		2.00				6.00								2.00		13.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														150.00		180.00		160		90		80		180		160.00						1.00

		42		UK																UKI		1.00		2.00				6.00								3.00		7.00						3.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														48.00		650.00		600		350		320		650		600.00						1.00				2.00

		43		UK																UKD		2.00		2.00				6.00		9.00		4.00		7.00		3.00		7.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																																						1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50														168.00		80.00		70		15		12		80		70.00						1.00

		44		UK																UKD		2.00		1.00				6.00								2.00		4.00						3.00																																						1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										112.00		200.00		160		110		85

		45		UK																UKD		2.00		1.00				6.00								2.00		4.00						3.00																																						1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										112.00		200.00		160		110		85

		46		UK																UKI		1.00		1.00				6.00								1.00		1.00						1.00																																																																																																		1.00		1.00				2.00		2.00		1.50																										40.00		160.00		140		150		120		160		140.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		47		UK																UK4		2.00		2.00				6.00		15.00						2.00		9.00		4.00		11.00		1.00		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										168.00		1700.00		1000		1400		650		600								1.00

								Frequency of capital city		13.00

		Frequency								20.00				Language		0.00																												How many?		13.00		13.00		7.00								14.00		14.00		9.00		21.00						16.00		16.00		9.00		22.00						36.00		36.00		21.00		55.00						8.00		8.00		5.00		12.00						10.00		10.00		8.00		14.00						31.00		31.00		18.00		42.00						26.00		26.00		18.00								25.00		25.00		15.00								16.00		16.00		11.00								7.00		7.00		6.00								4642.00		12440.00		10092		9000		6631		4611		3171.00		123		109.00		46.00		0.00		40.00		0.00

		1.00								13.00						0.00																												% of total		0.26												0.28		0.28										0.32		0.32										0.72		0.72										0.16		0.16										0.20		0.20										0.62		0.62										0.52		0.52										0.50		0.50										0.32		0.32										0.14		0.14										100.91		253.88		206		184		135		94		64.71		3		2.22		0.94		0.00		0.82		0.00

		2.00								1.00						0.00																																																																																																																																																																						81		72		53		37		25.49		1		0.88		0.37		0.00		0.32		0.00

		3.00								0.00						3.00																												1.00		B2B										1.00		1.00		B2B								2.00		1.00		B2B								1.00		1.00		B2B								3.00		1.00		B2B								0.00		1.00		B2B								1.00		1.00		B2B								4.00		1.00		B2B								3.00		1.00		B2B								3.00		1.00		B2B								2.00		1.00		B2B								1.00

		4.00						Frequency of downtown or suburban		16.00						0.00																												1.50		Both										11.00		1.50		Both								10.00		1.50		Both								7.00		1.50		Both								22.00		1.50		Both								8.00		1.50		Both								8.00		1.50		Both								19.00		1.50		Both								18.00		1.50		Both								16.00		1.50		Both								14.00		1.50		Both								4.00

		5.00						(one no answer)		20.00						47.00																												2.00		B2C										1.00		2.00		B2C								2.00		2.00		B2C								8.00		2.00		B2C								11.00		2.00		B2C								0.00		2.00		B2C								1.00		2.00		B2C								8.00		2.00		B2C								5.00		2.00		B2C								6.00		2.00		B2C								0.00		2.00		B2C								2.00

		6.00								1.00						3.00																														Inbound		0.00								0.00				Inbound		5.00						0.00				Inbound		7.00						0.00				Inbound		15.00						0.00				Inbound		3.00						0.00				Inbound		2.00						0.00				Inbound		13.00						0.00				Inbound		8.00						0.00				Inbound		10.00						0.00				Inbound		5.00						0.00				Inbound		1.00						0.00

		7.00								0.00						0.00																														Outbound		6.00												Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00

		8.00						Frequency of activity		1.00						5.00																														Both		7.00												Both		9.00										Both		9.00										Both		21.00										Both		5.00										Both		8.00										Both		18.00										Both		18.00										Both		15.00										Both		11.00										Both		6.00

		9.00								1.00						2.00

		10.00								2.00						0.00

		11.00								3.00						0.00

		12.00								9.00						0.00

		13.00								1.00						0.00

		14.00								5.00						5.00

		15.00								4.00						0.00

		16.00								3.00						0.00

										3.00

										2.00

										3.00

										8.00

										3.00

										3.00

										8.00

										0.00

								Company's link		28.00

										0.00

										17.00

										0.00

								Temporary contracts		4.00

								Part time contracts		45.00

								Temporary agency workers		28.00

								Collective agreements company		27.00

										0.00

										0.00

								Sector level		25.00

										0.00

										0.00

								National level		25.00

										0.00

										0.00

								Other level		21.00

										0.00

										0.00

								Union representation		25.00

										0.00

										0.00

								Staff representation		24.00

										0.00

										0.00

								H&S representation		26.00

										0.00

										0.00

		5.00						Staff numbers		0.00

		10.00								4.00

		20.00								3.00

		30.00								1.00

		40.00								1.00

		50.00								7.00

		100.00								5.00

		150.00								1.00

		200.00								11.00

		250.00								1.00

		500.00								4.00

		1000.00								7.00

										2.00

								Type of centre		4.00

		1.00								29.00

		2.00								14.00

		3.00								0.00

		4.00

								Orientation overall

								B2B		3.00

								Both		47.00

								B2C		39.00

								B2E		13.00

		40.00						Hours		10.00

		50.00								1.00

		60.00								8.00

		70.00								0.00

		80.00								1.00

		90.00								8.00

		100.00								1.00

		168.00								16.00

										1.00
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		Contact ID		Country		Code CC
lfd. Nr.		Company Name		Address		Postal code		City		Phone		Email		Region		Territory		Localisation		Attractiveness		Languages 1		Languages 2		Languages 3		Languages 4		Location		Main act 1		Main act. 2		Main act. 3		Company's link		Accounts/billing		Inbound		Outbound		Tech1		Level		Target		Booking appointment		Inbound		Outbound		Tech1		Level		Target		Counselling/advice		Inbound		Outbound		Tech1		Level		Target		Cusotmer services		Inbound		Outbound		Tech1		Level		Target		Debt collection		Inbound		Outbound		Tech1		Level		Target		Process financial transaction		Inbound		Outbound		Tech1		Level		Target		Providing standard information		Inbound		Outbound		Tech1		Level		Target		Sales		Inbound		Outbound		Tech1		Level		Target		Taking customers orders		Inbound		Outbound		Tech1		Level		Target		Technical support		Inbound		Outbound		Tech1		Level		Target		other		Inbound		Outbound		Tech1		Level		Target		Hours per week		Total employees		Full time		Women		Total women full time		Permanent staff		Permanent full time		Temporary staff		Temporaryt full time		Part time contracts		Equivalent		Temporary
agency workers		Equivalent		Company level		Sector level		National level		Other level		Union rep		Workplace rep		Health and safety

		1		UK																UKG		1.00		1.00				6.00								2.00		3.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00																																						1.00		1.00				1.00		2.00		1.00																																																		40.00		700.00		500		500		400		600		400.00		100		100.00		1.00				1.00				1.00		1.00		1.00				1.00		1.00		1.00

		2		UK																UKD		2.00		2.00				6.00								3.00		5.00						3.00																																						1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00				1.00		2.00		1.00																										40.00		10.00		6		8		4		10		6.00						1.00

		3		UK																UKN		3.00						6.00								3.00		13.00		7.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		40.00		40.00		35		40		35		40		35.00		2				1.00				2.00				1.00								1.00		1.00		1.00

		4		UK																UKJ		2.00		1.00				6.00								3.00		8.00						3.00														1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00																										1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00																										60.00		45.00		35		25		20		30		25.00						1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		5		UK																UKD		3.00						6.00								3.00		15.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00		1.00		1.00		1.00		1.00		2.00		2.00																										1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00														1.00		1.00		1.00		1.00		2.00		2.00		40.00		10.00		8		9		8		10		8.00						1.00								1.00								1.00		1.00		1.00

		6		UK																UKK		2.00		1.00				6.00		10.00		9.00		7.00		2.00		10.00		7.00				1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										168.00		200.00		180		160		140		100		80.00						1.00				1.00

		7		UK																UKC		2.00		1.00				6.00								2.00		15.00						3.00														1.00		1.00				3.00		1.00		2.00		1.00		1.00				3.00		1.00		2.00		1.00		1.00				3.00		1.00		2.00																										1.00		1.00				3.00		1.00		2.00														1.00		1.00				3.00		1.00		2.00																										40.00		50.00		40		38		30										1.00				1.00				1.00								1.00		1.00		1.00

		8		UK																UKJ		2.00		1.00				6.00								3.00		8.00						3.00																																						1.00		1.00		1.00		1.00		2.00		2.00																																																																										1.00		1.00		1.00		1.00		2.00		2.00		60.00		10.00		9		8		7						10		9.00		1.00				2.00				1.00		1.00		1.00		1.00		1.00				1.00

		9		UK																UKJ		2.00		2.00				6.00								3.00		8.00						3.00																										1.00		1.00		1.00		1.00		2.00		2.00																																						1.00		1.00		1.00		1.00		2.00		2.00																																																		60.00		10.00		7		8		5		10								1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		10		UK																UKI		1.00		2.00				6.00								3.00		5.00		14.00																														1.00		1.00				3.00		2.00		2.00		1.00		1.00				3.00		2.00		2.00														1.00		1.00				3.00		2.00		2.00														1.00		1.00				3.00		2.00		2.00		1.00		1.00				3.00		2.00		2.00																										84.00		200.00		180		160		140		200		180.00						1.00

		11		UK																UKF		2.00		1.00				6.00								2.00		3.00						1.00		1.00		1.00				3.00		2.00		2.00																										1.00		1.00				3.00		2.00		2.00																										1.00		1.00				3.00		2.00		2.00																																																		90.00		450.00		420		430		410										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		12		UK																UKE		3.00		1.00				6.00								2.00		5.00						1.00																																						1.00		1.00		1.00		3.00		2.00		2.00																																						1.00		1.00		1.00		3.00		2.00		2.00																																						420.00		390.00		360		340												1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		13		UK																UKD		2.00		2.00				6.00								2.00		13.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		1.50																																						90.00		680.00		600		370		300										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		14		UK																UKD		1.00		1.00				6.00								2.00		13.00						1.00																																						1.00		1.00		1.00		2.00		2.00		1.50																										1.00		1.00		1.00		2.00		2.00		1.50		1.00		1.00		1.00		2.00		2.00		1.50		1.00		1.00		1.00		2.00		2.00		1.50																												750.00		650		600		500										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		15		UK																UKD		2.00		2.00				6.00								2.00		13.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		1.50																																						90.00		700.00		600		350		250										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		16		UK																UKG		3.00		1.00				6.00								2.00		16.00						3.00		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50														1.00		1.00				2.00		2.00		1.50																																																		105.00		200.00		150		170		130		200		150.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		17		UK																UKN		3.00		3.00				6.00								2.00		13.00		9.00				1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00																										1.00		1.00		1.00		1.00		2.00		1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00														90.00		150.00		130		80		70		150								1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		18		UK																UKI		1.00		1.00				6.00		9.00		15.00				2.00		14.00		16.00		12.00		1.00														1.00		1.00		1.00		2.00		2.00		1.50														1.00		1.00		1.00		2.00		2.00		1.50																																																																										1.00		1.00		1.00		2.00		2.00		1.50		168.00		75.00		65		40		35		75								1.00

		19		UK																UKD		2.00		2.00				6.00								3.00		11.00						3.00		1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50																																						1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										40.00		450.00		400		400		370										1.00				1.00

		20		UK																UKC		3.00						6.00								2.00		10.00						1.00														1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50														90.00		80.00		70		65		55										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		21		UK																UKG		1.00		2.00				6.00								3.00		14.00						1.00																																						1.00		1.00				2.00		2.00		2.00																																						1.00		1.00				2.00		2.00		2.00																																						140.00		600.00		450		500		400										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		22		UK																UKD		3.00		2.00				6.00		9.00		4.00		7.00		2.00		10.00		5.00				1.00														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														168.00		600.00		480		550		460										1.00				1.00

		23		UK																UKE		2.00		2.00				6.00								2.00		9.00						1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														90.00		180.00		170		170		160		180		170.00						1.00								1.00		1.00		1.00								1.00

		24		UK																UKE4		2.00		2.00				6.00								2.00		13.00						3.00																																						1.00		1.00				2.00		2.00		1.50																																						1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50														168.00		42.00		40		22		20		42		40.00						2.00				2.00

		25		UK																UKF		3.00						6.00								2.00		16.00						1.00																										1.00		1.00				2.00		2.00		2.00		1.00		1.00				2.00		2.00		2.00																										1.00		1.00				2.00		2.00		2.00																																																		40.00		22.00		20		15		13		22								1.00				2.00				1.00		1.00		1.00

		26		UK																UKD		2.00		2.00				6.00								1.00		5.00						1.00																																						1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														100.00		190.00		150		100		80		190		150.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		27		UK																UKJ		3.00						6.00								2.00		13.00						1.00																																																																																																														1.00		1.00		1.00		2.00		2.00		1.50														75.00		190.00		170		140		120		190		170.00						1.00				2.00

		28		UK																UKH		2.00		1.00				6.00		4.00		9.00		10.00		1.00		5.00						1.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50														168.00		1050.00		850		750		530										1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		29		UK																UKI		1.00		2.00				6.00								2.00		16.00						1.00																																																																																						1.00		1.00				2.00		2.00		1.00																																						60.00		20.00		18		17		15		20		18.00						1.00

		30		UK																UKD		2.00		1.00				6.00								2.00		5.00						1.00		1.00		1.00				2.00		2.00		1.50		1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														1.00		1.00				2.00		2.00		1.50																										1.00		1.00				2.00		2.00		1.50														90.00		220.00		180		190		165		220		180.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		31		UK																UKJ		3.00						6.00								2.00		5.00						1.00																																																																																						1.00		1.00		1.00		2.00		2.00		2.00																																						60.00		50.00		45		45		40		50		45.00						1.00				2.00				1.00		1.00		1.00

		32		UK																UKH		3.00						6.00								2.00		16.00						3.00		1.00		1.00				3.00		1.00		1.50																																																																																																																										60.00		100.00		60		90		55		100		60.00						1.00								1.00		1.00		1.00		1.00		1.00		1.00		1.00

		33		UK																UKL		1.00		2.00				6.00		15.00						3.00		6.00																																1.00		1.00				1.00		2.00		2.00																																						1.00		1.00				1.00		2.00		2.00														1.00		1.00				1.00		2.00		2.00																										168.00		45.00		40		40		35		45		40.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		34		UK																UKK		4.00						6.00								2.00		16.00						1.00														1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00																										1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		1.00		1.00		1.00		1.00		2.00		1.00		168.00		12.00		5		10		4		1				11				1.00				1.00

		35		UK																UKI		1.00		2.00				6.00		15.00						1.00		8.00						3.00																																						1.00		1.00				3.00		2.00		2.00																																																																																						40.00		45.00		40		35		30										1.00				1.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		36		UK																UKL		1.00		2.00				6.00		15.00						2.00		5.00						1.00		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50														1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50																										1.00		1.00				3.00		2.00		1.50		1.00		1.00				3.00		2.00		1.50		40.00		160.00		140		135		115										1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		37		UK																UKJ		3.00						6.00								3.00		7.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														168.00		410.00		400		60		58		410		400.00						1.00

		38		UK																UKI		1.00		2.00				6.00								3.00		15.00						3.00		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		60.00		18.00		15		15		12										1.00				1.00						1.00		1.00		1.00		1.00		1.00		1.00

		39		UK																UKG		2.00		1.00				6.00								2.00		12.00		16.00				1.00		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										110.00		46.00		44		23		21		46		44.00						1.00

		40		UK																UKD		3.00						6.00								2.00		12.00		16.00				3.00																										1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00																										1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00		1.00		1.00				1.00		2.00		2.00																										56.00		70.00		40		67		37										1.00				2.00

		41		UK																UKI		1.00		2.00				6.00								2.00		13.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														150.00		180.00		160		90		80		180		160.00						1.00

		42		UK																UKI		1.00		2.00				6.00								3.00		7.00						3.00																																						1.00		1.00		1.00		1.00		2.00		1.50																										1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														48.00		650.00		600		350		320		650		600.00						1.00				2.00

		43		UK																UKD		2.00		2.00				6.00		9.00		4.00		7.00		3.00		7.00						1.00																																						1.00		1.00		1.00		1.00		2.00		1.50																																						1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50														168.00		80.00		70		15		12		80		70.00						1.00

		44		UK																UKD		2.00		1.00				6.00								2.00		4.00						3.00																																						1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										112.00		200.00		160		110		85

		45		UK																UKD		2.00		1.00				6.00								2.00		4.00						3.00																																						1.00		1.00				1.00		2.00		1.50																										1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50		1.00		1.00				1.00		2.00		1.50																										112.00		200.00		160		110		85

		46		UK																UKI		1.00		1.00				6.00								1.00		1.00						1.00																																																																																																		1.00		1.00				2.00		2.00		1.50																										40.00		160.00		140		150		120		160		140.00						1.00				2.00				1.00		1.00		1.00		1.00		1.00		1.00		1.00

		47		UK																UK4		2.00		2.00				6.00		15.00						2.00		9.00		4.00		11.00		1.00		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50														1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50		1.00		1.00		1.00		1.00		2.00		1.50																										168.00		1700.00		1000		1400		650		600								1.00

								Frequency of capital city		13.00

		Frequency								20.00				Language		0.00																												How many?		13.00		13.00		7.00								14.00		14.00		9.00		21.00						16.00		16.00		9.00		22.00						36.00		36.00		21.00		55.00						8.00		8.00		5.00		12.00						10.00		10.00		8.00		14.00						31.00		31.00		18.00		42.00						26.00		26.00		18.00								25.00		25.00		15.00								16.00		16.00		11.00								7.00		7.00		6.00								4642.00		12440.00		10092		9000		6631		4611		3171.00		123		109.00		46.00		0.00		40.00		0.00

		1.00								13.00						0.00																												% of total		0.26												0.28		0.28										0.32		0.32										0.72		0.72										0.16		0.16										0.20		0.20										0.62		0.62										0.52		0.52										0.50		0.50										0.32		0.32										0.14		0.14										100.91		253.88		206		184		135		94		64.71		3		2.22		0.94		0.00		0.82		0.00

		2.00								1.00						0.00																																																																																																																																																																						81		72		53		37		25.49		1		0.88		0.37		0.00		0.32		0.00

		3.00								0.00						3.00																												1.00		B2B										1.00		1.00		B2B								2.00		1.00		B2B								1.00		1.00		B2B								3.00		1.00		B2B								0.00		1.00		B2B								1.00		1.00		B2B								4.00		1.00		B2B								3.00		1.00		B2B								3.00		1.00		B2B								2.00		1.00		B2B								1.00

		4.00						Frequency of downtown or suburban		16.00						0.00																												1.50		Both										11.00		1.50		Both								10.00		1.50		Both								7.00		1.50		Both								22.00		1.50		Both								8.00		1.50		Both								8.00		1.50		Both								19.00		1.50		Both								18.00		1.50		Both								16.00		1.50		Both								14.00		1.50		Both								4.00

		5.00						(one no answer)		20.00						47.00																												2.00		B2C										1.00		2.00		B2C								2.00		2.00		B2C								8.00		2.00		B2C								11.00		2.00		B2C								0.00		2.00		B2C								1.00		2.00		B2C								8.00		2.00		B2C								5.00		2.00		B2C								6.00		2.00		B2C								0.00		2.00		B2C								2.00

		6.00								1.00						3.00																														Inbound		0.00								0.00				Inbound		5.00						0.00				Inbound		7.00						0.00				Inbound		15.00						0.00				Inbound		3.00						0.00				Inbound		2.00						0.00				Inbound		13.00						0.00				Inbound		8.00						0.00				Inbound		10.00						0.00				Inbound		5.00						0.00				Inbound		1.00						0.00

		7.00								0.00						0.00																														Outbound		6.00												Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00										Outbound		0.00

		8.00						Frequency of activity		1.00						5.00																														Both		7.00												Both		9.00										Both		9.00										Both		21.00										Both		5.00										Both		8.00										Both		18.00										Both		18.00										Both		15.00										Both		11.00										Both		6.00

		9.00								1.00						2.00

		10.00								2.00						0.00

		11.00								3.00						0.00

		12.00								9.00						0.00

		13.00								1.00						0.00

		14.00								5.00						5.00

		15.00								4.00						0.00

		16.00								3.00						0.00

										3.00

										2.00

										3.00

										8.00

										3.00

										3.00

										8.00

										0.00

								Company's link		28.00

										0.00

										17.00

										0.00

								Temporary contracts		4.00

								Part time contracts		45.00

								Temporary agency workers		28.00

								Collective agreements company		27.00

										0.00

										0.00

								Sector level		25.00

										0.00

										0.00

								National level		25.00

										0.00

										0.00

								Other level		21.00

										0.00

										0.00

								Union representation		25.00

										0.00

										0.00

								Staff representation		24.00

										0.00

										0.00

								H&S representation		26.00

										0.00

										0.00

		5.00						Staff numbers		0.00

		10.00								4.00

		20.00								3.00

		30.00								1.00

		40.00								1.00

		50.00								7.00

		100.00								5.00

		150.00								1.00

		200.00								11.00

		250.00								1.00

		500.00								4.00

		1000.00								7.00

										2.00

								Type of centre		4.00

		1.00								29.00

		2.00								14.00

		3.00								0.00

		4.00

								Orientation overall

								B2B		3.00

								Both		47.00

								B2C		39.00

								B2E		13.00

		40.00						Hours		10.00

		50.00								1.00

		60.00								8.00

		70.00								0.00

		80.00								1.00

		90.00								8.00

		100.00								1.00

		168.00								16.00

										1.00






