
Capturing user needs at 
the local level: a pillar for 
a listening architecture

The conference is partly 
financed by the European 
Union

Degorre Arnaud1, De Raphelis Soissan Magali2, Besnard Sonia1, 
Gerardin Mathilde1, Hillaireau Fabrice1, Wolff Loup1, Lerenard Agnès1

1 Institut national des statistiques et des études économiques (Insee), France
2 Conseil national de l’information statistique (Cnis), France



The conference is partly 
financed by the European 
Union

Context : European peer review on France in 2021 
 → Insee built an ambitious quality strategy for 2022-2027

Guarantee 
proportionate, 
relevant and 
confidential 
use of the 

data collected

Better identify 
the needs of 

users of 
official 

statistics

Strengthen 
link with 

researchers

Diversify the 
methods used 

to measure 
user 

satisfaction

Strong 
focus on 

audiences

Identify the channels 
for capturing 

users’needs in local 
statistical information 

and analyse their 
relevance
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Principle 11 of the ESS Code of Practice : 
Relevance
Indicator 11.1   implementation of →
procedures to consult users, verify 
the relevance and usefulness of 
statistics, and anticipate new needs

architecture of speaking 
 architecture of listening→  

        Jim Macnamara (2015)
consumer-based perspective 
(actual usage by users) to evaluate 
the value of statistical production
(≠production-based perspective)

       UNECE (2018)
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Insee’s 15 regional directorates

 privileged contact with
 local stakeholders

 crucial role in listening to
 needs, especially regarding the 

production of local information
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First step : explore the diversity
of regional users…

 identify all users, actual AND 
potential ones

 26 types of users, grouped into
 7 main branches which 

distinguish users according to 
their nature
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… and the way in which they 
use statistical information

 Proto-personas  describe →
the various contexts of use 
and relationships with Insee 
of the different users

 15 records produced, chosen in 
order to have at least one 
record per branch
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19 listening channels to capture 
the diversity of audiences

Description of each channel 
using a 7-strand genotype

Second step : critical review of listening channels
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 Analysis of each listening channel
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Insights: towards a listening architecture ?

Distinction between national and 
regional users is more complex than 
initially thought

 → need for a multi-level listening system

The general public has specific needs, with 
great complexity to grasp its expectations 

 → development of focus groups ? (teachers, 
company founders…)

Channels are managed in a disjointed way, 
valued independently of each other 

 → need for more transversality in order to 
build a feedback loop on the institute’s output

Some channels are not exploited to 
their full potential because their primary 
objective is not to identify needs 

 → communicate with the staff, put in place 
processes to enrich these channels (eg : 
questioning grids)

There is a tendancy to focus more 
on promotion or communication 
than on listening

 → develop listening skills

There may be a lack of capitalisation, 
particularly in over-the-counter interactions 

 → step up efforts to consolidate and pool the 
information gathered from all audiences
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Focus on focus group of users
 → feedback in the form of a written note 

Listening tour of our partners
 → interviews and workshop

Social network monitoring 
 → written note of exploration

And the rest...



Thank you for your attention !
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Join us on

insee.fr

mathilde.gerardin@insee.fr 

mailto:mathilde.gerardin@insee.fr
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