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Summary description of the pilot action (including investment, if applicable) explaining its
experimental nature, demonstration character and transnational added value
The CASA (HOME) pilot action aims to improve the integration of citizens from non-EU countries by
improving the response to their needs by the help desk operators of local offices.
The assumption is that operators are familiar with their work but may have difficulties from a
cultural-interaction perspective. The project offered free tutoring and cultural mediation to support
the operators in interacting with migrants, to facilitate access to the offices and, consequently,
integration.
The pilot action has been developed on the territory of 9 Pellice Valley municipalities with some
activities in Pinerolo and Turin, as services hubs. The help desk operators of 30 offices were involved.
In total, operators were supported for 405 hours and non-EU citizens for 225 h. In addition, there were
175 h. of cultural mediation.
At the same time, an analysis of the housing services for foreign citizens was carried out, showing a
lack of guarantee funds for access housing on the territory. From a legal perspective, it became clear
that setting-up a “brand new” guarantee fund during the project's duration was not viable, within the
project, information was collected to inform non-EU citizens on possibilities to access to housing. In
addition, a document was prepared presenting the various existing possibilities for setting up a
housing fund. This document will be shared with organizations that could consider this kind of action,
among which real estate agencies were involved to become aware of these possibilities and become
spokespersons of the importance of “trusting” non-EU citizens.
The involvement of stakeholders, including decision-makers, contributes to the achievement of the
project's objective to enhance the capacities of decision-makers in rural areas, subject to declining
and ageing populations, to successfully integrate young non-Eu nationals into social life and
employment to stabilise their demography, giving them tools to improve new policies.
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The project also worked on the creation of supporting materials such as infographics and video
materials.
The characteristics of the pilot action (easy structure, common issues with other territories) make it
possible to transfer the action to other territories, including transnational areas.

NUTS region(s) concerned by the pilot action (relevant NUTS level)
ITC11, Torino

Expected impact and benefits of the pilot action for the concerned territory and target
groups and leverage of additional funds (if applicable)

The pilot action was successful in covering a wide range of offices and helpdesk operators who were
able to find support and increased expertise in their approaches to non-EU citizens. A good number of
foreigners also benefited from the pilot action and were able to test its effectiveness. The qualitative
analysis of the indicators confirms a very good reaction from offices and non-EU citizens. Both the
direct tutoring and the materials provided by the project contributed to an increase in awareness and
involvement in the issues addressed by the operators.
This new awareness, although in a short period of time, improved and speed up the economic and
social integration of non-EU citizens in the region, allowing them to become active actors in society
and contributing to the development of the rural area.
The offices were able to benefit from improved skills among employees. The aim is that over time
there will be an exchange of skills between those who received direct support and new employees. In
this perspective, the pilot action triggered human resources empowerment processes, which can be
seen as a non-economic leverage effect. In addition, the materials delivered by the project will be a
support in daily work for actual and future help desk operators.

Sustainability of the pilot action results and transferability to other territories and
stakeholders
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A support document is being prepared for the operators that will bring together some relational tips,
infographics, and a sort of map of services linked to foreign citizens. The transfer of skills between
colleagues will do the rest.
The events foreseen in the framework of the project partly focus on the transfer of the activities to
the territory and to the political decision-makers.
The pilot action is easily transferable to other regional or national contexts since it is not specifically
linked to the territory in which it took place. The tutoring and cultural mediation activities could be
useful in any territorial context in which office workers, who have full professional skills with respect
to their work, lack adequate preparation in dealing with users from other countries.
In this perspective, the pilot action triggered human resources empowerment processes, which grants
sustainability as it has highlighted how a different, more inclusive approach is a win-win strategy,
both for help-desk operators and for the beneficiaries. For the latter, it helps integration. For
public/private services operators, it facilitates their daily work. And it has been shown that the entire
territory will benefit from mainstreaming the CASA (HOME) pilot project, thanks to the “word of
mouth” among beneficiaries (both employees and non-EU citizens) which proved to be the best
communication strategy.
Finally, if duly adapted, the pilot action could also be implemented in other EU countries.

If applicable, contribution to/ compliance with:

● relevant regulatory requirements
● sustainable development – environmental effects. In case of risk of negative effects,
mitigation measures introduced

● horizontal principles such as equal opportunities and non-discrimination
A citizen from a non-EU country who wants to join a community faces several bureaucratic obstacles.
Help desk operators are not always able to answer their requests due to a lack of
communication/understanding. The pilot action contributes to limit this indirect discrimination by
facilitating access to bureaucratic procedures and creating a welcoming environment in the offices for
new citizens. At the same time, it also has an impact on the local population, which benefits both
from the new skills acquired by the offices and from the better integration of all inhabitants.

References to relevant deliverables (e.g. pilot action report, studies), investment factsheet
and web-links
If applicable, additional documentation, pictures or images to be provided as annex
The output is based on the following deliverables*:
- D.T2.1.4 Stakeholder alliance
- D.T2.2.2 Pilot action concept
- D.T2.5.2 Pilot final report.
Below a few examples of material produced
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