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Foreign Population in the Region of

Madrid

More than 1.000.000 people in 2007

Ukraine
Paraguay
Italy

Brazil |
Argentina |

Poland

Bulgaria :

Dominican Republic

China |

Peru
Bolivia
Colombia
Morocco
Ecuador

Romania
T
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1 12 Tourists visiting Madrid Region

More than 2.500.000 people in 2008

France
Germany

Portugal




e Multilingual operators
All Call-takers speak English

« Requirement for recruitment

e Training: “English for Emergé'h'éies” =
Many call-takers speak French and/or German
(some speak Italian)
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e Agreements struck with consulates for other' -

languages (spoken by a number of
Immigrants)
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The call-taker answers the call

The language Is identified
Difficulty =

(A) If the caller is English speaker
Call is handled by the operator

(B) If the caller is German/French speaker_

Call is rerouted to the German/French
speaking operator o

(C) Other languages

Three way call Is estabhshed Wlth the
consulate’s interpreter
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142 Technical Platform facilities

e Technical features

Multilingual call- takers have different
SIS =
Different language queué‘s
Three way calling
 Interpreter

e Caller
o Call-taker
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Route to other languages
gueue

=
=
i

Three way call with
translator




